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Y  OU  ’  V  E  H  E  A/R  D  , 


OPEN  FOR 

_ _ _ _ 


Stand  clear. 

We  re  about  to  shatter  a  large  misconception.  Digital  is  not  proprietary. 

Not  in  our  operating  systems.  Not  in  our  applications.  Not  in  our  sales  channels.  Not  in  our 
service  and  support.  And  most  assuredly,  not  in  our  business  solutions. 

What  Digital  is,  and  this  may  be  equally  shattering  to  some,  is  open.  Wide  open.  You  want  proof? 

Take  operating  systems.  Our  version  of  the  UNIX®  operating  system,  DEC  OSF/T,  unifies 
many  UNIX  versions,  like  System  V,  Berkeley  and  others,  so  you  can  run  more  applications. 
It’s  the  most  open  version  you  can  get. 

What’s  more,  our  OpenVMS™  operating  system,  choice  of  millions  of  users  for  high-security, 
high-availability,  mission-critical  applications,  meets  the  key  standard  of  openness  from  X/Open,” 
the  nonprofit  open  standards  consortium. 

And  our  support  of  Windows  NT,™  a  major  component  of  today’s  open  client/server 
environment,  extends  across  a  more  complete  product  line  than  anyone  else’s.  Want  another  example? 

Take  our  leading-edge  Alpha  microprocessor  and  PCI  peripheral  chips.  That’s  exactly  what 
scores  of  OEMs  have  done  since  we  began  selling  them  on  the  open  market  way  back  in  1992. 


JFK 


©  1994  Digital  Equipment  Corporation.  Digital,  the  DIGITAL  logo,  OpenVMS,  StorageWorks  and  LinkWorks  are  trademarks  of  Digital  Equipment  Corporation. 

Windows  NT  is  a  trademark  of  Microsoft  Corp.  UNIX  is  a  registered  trademark  in  the  United  States  and  other  countries,  licensed  exclusively  through  X/Open  Company,  Ltd. 
OSF/1  is  a  registered  trademark  of  Open  Software  Foundation,  Inc. 
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TO  WHAT 

DIGITAL  IS 

\ 

BUS  I  NESS . 


Our  Storage  Works™  products  are  also  open,  in  every  sense  of  the  word.  And  while  we  have 
recently  sold  our  heads,  disk  and  tape  operations,  the  business  we  retain  is  the  size  of  a  Fortune 
500  company,  providing  competitive,  technologically  advanced  storage  solutions  for  multiple 
computing  platforms. 

As  for  software,  hang  a  big  “open  for  business”  sign  here,  too.  Starting  with  LinkWorks™ 
software,  one  of  the  linchpins  in  our  highly  advanced  group  of  enabling  technologies. 

LinkWorks  allows  people  to  work  in  a  more  effective  and  cohesive  fashion. 

Sharing  and  editing  information,  joining  together  all  different  kinds  of  desktops,  PCs, 
workstations,  server  platforms  and  databases,  creating  a  veritable  “dream  team”  of  open  computing. 

One  last  example:  Today,  the  world’s  number  one  provider  of  multivendor  services — that 
is,  the  company  that  does  more  to  help  its  customers’  systems  and  applications  work  together 
seamlessly,  regardless  of  who  sold  them — is  Digital. 

Which  brings  us  back  to  our  headline.  We  know  the  only  way  we’ll  keep  our  doors  open  is  to 
keep  our  systems  open.  Because  the  alternative  to  that  is  one  thing  we’re  just  not  open  to. 

For  details,  call  1-800-DIGITAL  or  reach  us  via  our  Internet  address:  moreinfo@digital.com. 
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Since  We  Introduced  The  Complete 
COBOL  Solution,  Thousands 
Have  Oft-Loaded  Our  Convention. 


“Nothing  else  offers 
as  much  for  the  money:’ 


* 


OMPUTER 
_  ASSOCIATES 

Software  superior  by  design. 


And  join  the  thousands  of  companies  who’ve  already  decided  that 
nothing  works  better  than  CA-Realia  II  Workbench. 


CA-Realia  ll  workbench 

The  Complete  Client/server  COBOL  Solution 

©  Computer  Associates  International,  Inc.,  Islandia.  NY  11788-7000.  All  product  names  referenced  herein  are 
trademarks  of  their  respective  companies.  Awarded  by  Government  Computer  News,  March  23, 1994. 


From  New  York  to  the  Netherlands, 
companies  are  replacing  their  incomplete 
COBOL  solutions  with  the  one  that’s 
fully  loaded.  CA-Realia®  II  Workbench. 

The  reason  is  simple.  CA-Realia  II 
Workbench  is  the  most  comprehensive 
COBOL  client/server  solution  in  the  industry 
One  that  provides  an  unsurpassed  list  of 
benefits  and  features  which  include:  the 
world’s  fastest  PC  COBOL  compiler,  a  GUI 

editor  and  an  interactive  GUI  debugger  for  code  executing 
on  a  PC  or  mainframe,  and  integrated  lifecycle  manage¬ 
ment.  Plus  a  COBOL-intelligent  program  analyzer  that’s 
the  smartest  thing  you’ve  ever  seen. 


What’s  more,  CA-Realia  II  Workbench 
includes  a  complete  mainframe  CICS  emula¬ 
tor  for  no  extra  charge.  And,  all  the  features 
of  the  workbench  apply  to  CICS  programs  as 
well  as  batch. 

So  whether  you’re  in  a  Windows  or  OS/2 
environment,  CA-Realia  II 
Workbench  provides 
complete  integration 
with  your  host-based 
systems.  Which  means  unlike  some  other  COBOL 
solutions,  your  programming  choices  are  never  limited. 

For  A  Self-Running  Demo  And 
A  Free  Copy  01  The  Secret  ol  COBOl  Maintenance. 
call  1-800-434-REAL,  Dept,  20101. 


Feature 

CA-Realia  II 
Workbench 

Other  COBOL 
Competitors 

Fully  integrated,  intuitive  programmer's 
workbench 

y 

Debug  both  PC  and  mainframe-based 
programs 

y 

Fast  compiles  and  efficient  execution 

y 

Complete  single-vendor  solution 

y 

Supports  Windows  and  OS/2 

y 

Foundation  for  GUI  Client/Server  COBOL 
development  with  open  DBMS  access 

y 

The  competition  simply  can't  compete  with  CA-Realia  II  Workbench. 


FAMF. 

Awarded  the 
Federal  Applications 
Medal  of  Excellence 
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Harvest  Season 

The  ESPRIT  Award  honorees  for  1994  have  shown  how  the 
seeds  of  business  change  can  be  sown  in  a  system. 
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APCOA  INC. 
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Garage  Sales 

By  integrating  back-office  functions  and  pushing 
financial  and  demographic  information  out  to 
the  front  lines,  this  manager  of  parking 
facilities  has  improved  customer  service  and 
saved  millions  in  administrative  costs. 

By  Carol  Hildebrand 


nage . 


COMMONWEALTH  OF  MASSACHUSETTS  36 


Making  Them  Pay 

An  automatic  billing  and  accounts  receivable  system  has 
brought  in  $120  million  that  would  have  gone  uncollected, 
helping  Massachusetts  erase  a  daunting  deficit. 

By  Richard  Pastore 


Tools  of 
the  trade 


The  Soul  of  a  New  Machine  Seller 

Three  years  ago,  computer  distributor  PCs  Compleat  built 
itself  around  an  enterprisewide  information  system  that  would 
distinguish  it  from  its  competitors  and  ensure  its  success. 

By  E.B.  Baatz 


HYATT  HOTELS  46 


Satisfying  the  Inn  Crowd 

A  sophisticated  central  reservation  system  gave  Hyatt 
Hotels  major  new  staying  power. 

By  Anne  Stuart 

MORE  ►  ►  ► 


PCs  COMPLEAT  INC 
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<SUPTA 


Introducing  QuickObjects™ 
in  SQLWindows*  5.0 


With  new  business  challenges 
pouring  in  by  the  minute,  demand 
for  new  user  applications  just 
won’t  quit.  So  make  quick  work 
of  your  application  backlog  with 
Gupta’s  SQLWindows  5  featuring 


developers  of  any  background  productive  in  client/server,  now. 
Dig  your  way  out  of  a  jam! 

QuickObjects  are  the  cornerstone  of  the  rich  visual 
programming  environment  in  SQLWindows  5.  Without  code, 
developers  can  quickly  build  forms,  make  data  connections, 
flesh  out  user  interfaces  and  even  integrate  e-mail  and 


Developers  get  a  quick  start  with  QuickObjectS.  By  slashing  the 
SQLWindows  Solo.  Under  $99.  it's  also 

free  at  Gupta  seminars  amount  of  conventional  code 
needed  to  build  new  applications,  QuickObjects  can  make 


messaging  into  finished  applications.  And  to  guarantee  every 
developer  gets  a  quick  start,  Gupta  seminars  ease  the  move 
to  client/server  from  any  programming  background. 


©1994  Gupta  Corporation 


1060  Marsh  Road,  Menlo  Park.  CA  94025  •  415/321-9  500  •  Fax:  415/321-5471  •  Quest.  SQLBase,  SQLGateway.  SQLRouter.  SQLHost  and  SQLTall 

SQLWindows  is  a  registered  trademark  and  TeamWindows,  ReportWndows  and  EditWndows  are  trademark: 


The  only  quick  and  powerful  development 
environment. 

Of  course,  a  quick  start  has  to  yield  real  applications  for 
productivity  to  pay  off.  With  full  object- 
orientation,  Lotus  Notes"'  integration,  I 
the  world's  first  4GL  compiler,  team 
programming  and  proven  connectivity 
to  corporate  standards  like  Oracle? 

Sybase?  Informix?  AS/400?  DB2*  and 
Ingres?  SQLWindows  5  alone  delivers 
the  power  to  finish. 


FREE 

EXECUTIVE  summurv 
CALL  NOW 

1*81® 


Stem  the  tide,  now. 

Get  an  independent  view.  Call  for  your  free  Aberdeen  Group 
white  paper,  “Choosing  The  Right  Client/Server  Application 
Development  Environment."  We’ll  also  send  you  a  free 
executive  summary  demo  disk  along  with  a  Gupta  client/server 
seminar  schedule  to  pass  on  to  your  programmers.  Call 
1-800-876-3267  Ext.  263  to  stem  the  tide  of  user  demands,  now. 


THE  POWER  TO  GET 
CLIENT/SERVER  DONE. 


are  registered  trademarks  of  Gupta  Corporation.  SQL/API.  SQLNetwork,  SQLConsole.  QuickObjects.  Fast  Facts.  Gupta  and  the  Gupta  Powered  logo  are  trademarks  of  Gupta  Corpora 
exclusively  used  and  licensed  by  Gupta  Corporation.  Other  trademarks  are  the  property  of  their  respective  owners. 


Rightsizing  With  Information  Builders 
Gives  You  The  Right  Solutions  With  Minimum  Risk. 


If  bringing  decision  support  and  development 
to  more  desktops  is  in  your  future,  how  do  you 
best  integrate  existing  mainframe  systems  with 
new  client/server  solutions?  And  what  about  the 
extensive  retraining  needed  during  the  transition? 

Before  you  leap  into  “Rightsizing”  talk  to 
Information  Builders.  We  can  give  you  the 
answers  because  we  understand  the  mainframe, 
midrange  and  desktop  environments  you  work 
with.  And  we  have  the  expertise  to  get  you  to 
tomorrow,  safely.  Just  as  we’ve  been  doing  with 
all  the  Fortune  1000  for  the  last  eighteen  years. 


PRODUCTS  THAT  WON  T  LET  YOU  DOWN 

Our  rightsizing  solutions,  FOCUS,  the 
client/server  4GL  and  EDA/SQL,  the  universal 
data  access  standard,  are  practical.  They  let  you 
phase  in  the  new  with  the  old  at  a  pace  and 
budget  that’s  right  for  your  organization. 

FOCUS  is  comprehensive.  It  gives  you  all  the 
tools  you  need  for  application  development  and 
decision  support  on  any  platform.  EDA/SQL 
provides  access  to  all  data  on  any  platform. 

And,  our  Professional  Services  group  can 


provide  a  comprehensive  program,  from  needs 
assessment  to  implementation  and  training  to 
help  you  rightsize,  cost  effectively,  and  safely. 

_ FIND  OUT  THE  FACTS _ 

Only  Information  Builders  gives  you  rightsizing 
solutions  that  let  you  think  about  future 
possibilities,  rather  than  create  future  problems. 

So,  before  you  leap,  find  out  about  our  proven 
solutions  or  attend  a  FREE  Seminar... 

CALL  800-969-INFO 

In  Canada  call  416-364-2760 

Information 

Builders 


I  FOCUS  and  m  EDA/SQL 


are  trademarks  of  Information  Builders,  Inc.,  1250  Broadway,  NY,  NY  10001 
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CATERPILLAR  INC. 


On  the  Road  Again 

By  giving  service  shops  easy  access  to  its  mainframe, 
Caterpillar’s  Engine  Division  preserved  its  good  name. 
By  Deidre  Sullivan 


A  Seasoned  Performer 

The  venerable  retailer’s  bid  to  recoup  its  fortunes  includes  a 
system  that  overhauls  the  management  of  highly  profitable 
seasonal  merchandise. 

By  Megan  Santosus 
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FEATURE 


CIO’s  1994  Readers’  Choice  Awards 

What  are  you  buying?  Our  research  group  surveyed  readers 
and  came  up  with  a  list  of  leading  technology  vendors  and 
products  in  five  software  and  hardware  categories. 


The  lease 
you  can  do 
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TECHNOLOGY  EXPENDITURES 


INSIGHTS:  DOING  MORE  WITH  LEASE 

Companies  that  decide  to  lease  computer  equipment  had 
better  be  sure  they’re  getting  the  best  possible  deal. 

By  John  E.  Callies 
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CIO  CONFIDENTIAL:  THE  NAME  GAME 

Is  information  technology  making  progress — or  do 
we  just  repackage  it  periodically?  Client/server,  thy 
name  is  distributed  processing. 

By  W.F.  Dyle 
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LETTER  FROM  THE  EDITOR 


In  this  issue  of  CIO,  we  profile  the  six  organiza¬ 
tions  that  received  the  second  annual  ESPRIT 
Awards,  which  honor  enterprises  for  using  in¬ 
formation  technology  to  run  their  businesses 
effectively. 

The  systems  that  garnered  the  1994  ESPRIT 
Awards  run  the  gamut  from  one  that  automates 
back-office  practices  to  an  underlying  technol¬ 
ogy  infrastructure  that  is  the  lifeblood  of  the 
company  it  serves.  One  thing  they  all  have  in 
common  is  that  each  led  to  a  marked  improve¬ 
ment  in  customer  service — whether  the  cus¬ 
tomers  are  internal  or  external.  In  addition,  and 
perhaps  not  surprisingly,  these  systems  have 
allowed  external  customers  to  tie  in  more  close¬ 
ly  with  company  information  management  systems.  They  also  provide 
new  insights  into  future  product  and  service  offerings  and  could  poten¬ 
tially  augment  revenues  by  being  marketed  to  other  organizations. 

APCOA,  the  nation’s  largest  operator  of  parking  facilities,  auto¬ 
mated  its  back-office  system,  giving  workers  better  and  quicker 
access  to  information.  The  company  found  it  could  employ  one  admin¬ 
istrator  for  30  or  40  parking  sites  instead  of  maintaining  the  l-to-10 
site  ratio  previously  required.  Despite  Kmart’s  recent  financial  prob¬ 
lems,  the  discount  chain  has  had  some  success  with  its  Seasonal 
Merchandise  Management  System.  The  system  gives  management 
personnel  access  to  inventory  information  from  the  company’s  2,350 
stores  nationwide;  this  helps  them  make  targeted  pricing  decisions  on 
seasonal  merchandise  for  each  store.  And  the  Commonwealth  of 
Massachusetts  has  been  able  to  collect  fees  owed  to  100  departments 
across  the  state  to  the  tune  of  $120  million — an  amount  that  probably 
would  not  have  been  collected  without  its  Billing  and  Accounts 
Receivable  System. 

Executives  at  PCs  Compleat,  a  retail  distributor  of  PC  products,  re¬ 
veal  that  they  would  not  have  been  able  to  start  the  company  without 
investments  in  technology.  Today,  PCs  Compleat  shares  information 
on  sales  with  some  of  its  vendors,  and  its  sales  have  doubled  over  the 
past  year.  And  Caterpillar’s  Engine  Division  has  been  able  to  give  its 
dealers  secure,  easy  access  to  its  mainframe-based  data  to  speed 
turnaround  on  repairs  and  enable  faster  fulfillment  of  warranty  claims. 
The  result:  Both  the  service  shops  and  their  customers  are  happier. 
Finally,  through  its  SPIRIT  Central  Reservation  System,  Hyatt  Hotels 
&  Resorts  has  been  able  to  increase  bookings  by  25  percent.  Now  its 
Regency  Systems  Solutions  operating  division  is  looking  to  market 
SPIRIT  to  other  hospitality  chains. 

Look  for  applications  and  information  about  1995’s  award  program 
in  the  March  issue  of  CIO. 
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Managing  IT  in  the  Reorganized  Enterprise 


PERSPECTIVES 


Conference  Supplement 


INSIDE 

Conference  Overview 

Joseph  L.  Levy  &  Lynda  Rosenthal 

Can  You  Spare  Some  Change? 

From  the  CIA  to  the  insurance 
industry,  a  view  of  several 
reorganized  entities. 

Agenda 

Annotated  information  about  each 
general  and  concurrent  session 
and  scheduled  activities. 

Companion  Program 

Join  conference  participants  for 
receptions,  meals  and  optional 
excursions,  including  a  special 
companion  breakfast. 

The  Westin  Mission  Hills 

Rancho  Mirage’s  loveliest  hotel. 

Corporate  Hosts 

Select  industry  product  and  service 
providers  will  display  key  technolo¬ 
gies  and  discuss  applications. 

Enrollment  Form 

Complete  and  return  the  enrollment 
form  by  fax  to  508-879-7720; 
mail  to  492  Old  Connecticut  Path, 
Framingham,  MA  01701;  or  call  us  at 
800-366-0246  to  enroll  by  phone. 


Conference  Overview 

If  you’re  not  already  in  some  phase  of  restructuring,  you  will  be! 
Are  you  prepared ? 

Reengineering,  downsizing,  rightsizing.  Much  has  been  written  about 
the  processes  involved  in  reorganization,  but  there  is  little  discussion 
about  life  in  post-restructured  enterprises. 

Change  is  everywhere  and  continuous.  And  trying  to  restructure 
against  unrelenting  change  is  like  swimming  upstream  tail  first.  Yet  we 
are  told  that  in  order  to  survive,  companies  must  embrace  change.  The 
difficulty  is  in  focusing  on  change  in  response  to  external  market  conditions 
and  changing  customer  needs,  while  being  mindful  of  the  effects  of  change 
internally.  The  CIO  must  be  in  the  forefront  and  on  the  firing  line  to 
facilitate  communications  with  every  individual  in  the  enterprise,  its 
constituents  and  extended  consumer  families. 

Jim  Champy  says,  “It’s  impossible  to  overestimate  the  impact  of  IT 
in  changing  the  future  of  both  business  and  society.”  From  the  Central 
Intelligence  Agency  (CIA)  and  healthcare,  to  global  operations  in  chemical 
and  insurance  companies,  we  can  see  the  truth  of  Champy’s  statement.  In 
fact,  we  must  see  it.  And  Managing  IT  in  the  Reorganized  Enterprise  will 
focus  on  that  reality. 

Whether  you  have  direct  responsibility  or  indirect  accountability  for 
IT,  you  will  need  the  information  from  this  conference  to  help  you  provide 
an  effective  change  management  program  for  yourself  and  provide  the 
infrastructure  for  all  the  other  divisions  in  your  organization. 

In  an  informal  setting  in  the  desert  in  March  —  you’ll  need  a  sweater, 
but  please  leave  your  tie  at  home  —  600  IT  executives  will  meet  to  discuss 
reorganization  and  see  and  hear  about  the  technologies  and  tools  to 
implement  immense  change. 

Join  conference  moderator  Jim  Wetherbe,  leading  IT  practitioners  and 
analysts,  CEOs,  our  Corporate  Hosts  and  the  staff  of  CIO  magazine.  For 
three  days  we’ll  zero  in  on  Managing  IT  in  the  Reorganized  Enterprise. 
What  could  be  more  important? 

In  order  to  accommodate  the  growing  number  of  executives  who 
want  to  attend  our  programs,  we  will  offer  hotel  accommodations  at  two 
hotels.  To  ensure  you  have  a  hotel  room  at  the  conference  site,  please 
note  that  guaranteed  rooms  at  the  Westin  Mission  Hills  will  be  reserved 
only  for  conference  participants  who  enroll  in  and  pay  for  the  conference 
within  two  weeks  of  making  their  hotel  reservations. 

So  mark  your  calendar  —  March  12-15;  see  if  an  internal  business 
partner  can  join  you;  make  your  hotel  and  flight  arrangements;  and  mail, 
fax  or  call  us  to  participate  in  this  spring’s  CIO  conference.  Don’t  wait  — 
March  is  coming  sooner  than  you  think. 


Regards, 

u. 

Joseph  L.  Levy 
President  &  Publisher 
CIO  Communications,  Inc. 


Lynda  Rosenthal 

Senior  Vice  President  &  General  Manager 
Executive  Programs 


Can  You 
Spare 
Some 
Change? 

BY  ANNE  STUART 


eengineering  may 
have  started  the 
business  revolution, 
but,  as  many  compa¬ 
nies  now  realize, 
reorganizing  the  enterprise  was 
just  the  first  salvo.  Real  change 
is  an  ongoing  battle,  fought  year 
to  year  and  day  to  day,  and  it’s 
senior  managers  who  must  lead 
the  charge.  Companies  looking 
for  a  quick,  decisive  victory  won’t 
hesitate  to  station  their  IT  exec¬ 
utives  on  the  front  lines. 

“There’s  no  question  that  these 
changes  are  either  enabled  or 
driven  by  information  technology,” 
says  James  A.  Champy,  co-author, 
with  Michael  Hammer,  of  Reengi¬ 
neering  the  Corporation:  A  Mani¬ 
festo  for  Business  Revolution 
(HarperCollins  Publishers,  1993). 
Champy  calls  IT  “one  of  the  most 
powerful  enabling  tools  for  change 
in  the  way  we  do  our  work.  The 
CIO  has  to  be  present  at  the  time 
of  inception  of  the  way  the  work  is 
being  done.” 

Champy,  chairman  of  the  CSC 
Consulting  Group  in  Cambridge, 
Mass.,  contends  it’s  impossible  to 
overestimate  the  impact  of  IT  in 
changing  the  future  of  both  busi¬ 
ness  and  society.  “It’s  like  the 
move  from  the  agricultural  to  the 
industrial  economy,”  Champy 
says,  citing  wholesale  displace¬ 
ment  of  people,  jobs,  businesses 
and  industries.  The  biggest  dif¬ 
ference:  Rapidly  changing  devel¬ 
opments  in  IT  will  have  an  even 
greater  impact  on  our  way  of  doing 
business  —  and  our  way  of  life. 

Managers  must  also  adapt  to 
changes  resculpting  the  economic 
landscape,  including  globalization, 
the  emergence  of  new  players 
and  increasing  customer  demand 
to  deliver  improved  products  and 
services  faster  and  at  competitive 
prices. 


For  that  reason,  executives 
involved  in  tearing  down  and 
rebuilding  their  companies  can’t 
just  overhaul  the  business  pro¬ 
cesses.  They  have  to  overhaul 
their  ideologies  and  their  jobs  as 
well.  As  Champy  puts  it,  “This  is 
the  time  of  reinvention  for  man¬ 
agers’  work.”  Without  that  effort, 
he  says,  managers  risk  undermin¬ 
ing  the  structures  they  worked 
so  hard  to  reorganize. 

Nowhere  is  that  more  true 
than  in  IT,  where  the  ever-faster 
pace  of  change  has  boosted  expec¬ 
tations  inside  the  enterprise  as 
well  as  outside.  And  IT  execu¬ 
tives  in  information-intensive  in¬ 
dustries  such  as  insurance, 
health  care  and  government  are 
already  seeing  major  changes  in 
their  responsibilities  and  how 
they,  their  staffs  and  their  cus¬ 
tomers  spend  their  days. 

“We’ve  got  a  work  force  that 
can’t  accomplish  its  work  without 
the  technology,”  says  Susan  S. 
Kozik,  vice  president  of  technology 
services  at  CIGNA  Corp.  in 
Philadelphia.  “That’s  a  huge 
change  from  15  years  ago.” 

In  those  days,  nobody  expected 
systems  to  run  all  the  time. 
“Eighty-five  percent  mainframe 
availability  used  to  be  acceptable,” 
Kozik  recalls.  When  systems 
were  down,  people  simply  did 
other  tasks,  such  as  paperwork. 
These  days,  “we’ve  eliminated 
that  paperwork  or  automated  it,” 
Kozik  says.  “Ninety-  nine  percent 
[availability]  is  now  minimum.” 

In  addition,  she  says,  “our 
reliance  on  technology  requires  it 
to  be  a  24-hour,  seven-day  opera¬ 
tion,”  creating  additional  pres¬ 
sures  on  IT  and  its  executives. 

To  keep  pace,  the  insurance 
giant  has  radically  redesigned  its 
massive  IT  organization,  flattening 
its  hierarchy,  giving  more  power 
to  employees  and  converting  >■ 
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to  teams  designed  to  support 
business  functions  rather  than 
specific  applications.  The  effort 
included  creating  what  she  calls 
a  new  IT  professional,  one  with  a 
broad  background  in  business  and 
technology  and  the  ability  to 
adapt  quickly  to  shifting  IT  needs. 

That  transition  requires  an 
atmosphere  of  continuous  learn¬ 
ing,  and  toward  that  end,  Kozik’s 
organization  has  adopted  the 
“customer  interaction  model,”  an 
effort  to  better  understand  the  IT 
needs  of  her  organization’s  inter¬ 
nal  customers.  “We  learned  that 
the  customers  want  to  engage  us 
in  a  911  in-reach  capacity  as  well 
as  in  a  more  complex  strategic 
partnership,”  Kozik  says. 

To  accomplish  those  goals, 
CIGNA  will  create  a  customer 
support  center.  Currently,  “we’ve 
got  a  lot  of  information  in  the  or¬ 
ganization,  but  it’s  hard  to  find.” 
Consolidating  the  knowledge  in 
the  support  center  makes  it  acces¬ 
sible  to  any  of  CIGNA’s  55,000 
employees  —  including  the  cen¬ 
ter’s  staffers.  “People  who  are 
answering  the  phones  will  be 
learning  as  they  go,”  she  says. 

Major  players  in  the  health 
care  industry  are  radically 
reorganizing  as  well,  but  with  a 
different  fundamental  imperative: 
to  balance  soaring  costs  and 
quality  care.  “The  IT  response  to 
this  has  to  be:  How  do  we  apply 
IT  such  that  it  reduces  the  cost 
of  care?”  says  John  P.  Glaser, 
vice  president  for  IS  at  Brigham 
and  Women’s  Hospital  in  Boston. 
Answering  that  question  often 
requires  measuring  quality  in 
terms  of  care  as  well  as  cost,  then 
using  IT  to  improve  both. 

For  example,  Glaser  says, 
executives  compiled  a  list  of  the 
hospital’s  most  expensive  and 
frequently  used  medications. 
Their  research  indicated  that 


Brigham  and  Women’s  was  spend¬ 
ing  $750,000  a  year  on  human 
growth  hormone,  a  drug  rarely 
used  in  most  institutions.  Admin¬ 
istrators  investigated  and  found 
orthopedic  surgeons  were  pre¬ 
scribing  the  costly  drug  to  help 
bones  mend  faster.  But,  Glaser 
says,  the  hormone  can  also  cause 
unpleasant  side  effects. 


“The  only  way  to 
change  is  to  make 
yourself 
vulnerable.” 

Now  when  physicians  order 
the  hormone  by  computer,  they 
see  a  screen  with  a  gentle  remind¬ 
er  that  the  drug  is  intended  for 
some  conditions,  but  not  for 
others  —  including  broken  bones. 
Expenditures  dropped  to  $50,000 
annually,  one-fifteenth  of  the 
former  amount,  as  physicians 
opted  for  other  alternatives. 

Sometimes  improvements  are 
measured  purely  in  quality  of 
care.  Glaser’s  division  helped 
develop  a  physician-alert  system 
triggered  when  a  patient’s  blood 
work  registers  very  low  potassium 
levels,  which  can  indicate  a  life- 
threatening  condition.  In  the  past, 
the  time  from  lab  detection  to 
physician  intervention  averaged 
five  hours.  Now  it’s  down  to  12 
minutes,  thanks  to  a  system 


which  records  the  potassium  level, 
alerts  doctors  by  beeper  and 
recommends  possible  treatments. 

At  the  Central  Intelligence 
Agency,  change  came  in  the  form 
of  consolidation  and  streamlining. 
“The  agency  had  grown  up  as  four 
separate  systems”  with  very  little 
integration,  says  the  CIA’s 
Michael  Dillard.  To  overhaul  its 
IT  organization,  the  CIA  created 
an  agency-wide  network,  moving 
quickly  from  a  mainframe  to  a 
client/server  environment.  Inter¬ 
nal  communications  were  also 
greatly  upgraded.  Previously,  Dil¬ 
lard  says,  he  could  directly  send 
e-mail  to  only  a  handful  of  people; 
now,  he  can  reach  92  percent  of 
the  agency’s  employees  worldwide 
from  his  desktop.  “This  allows  us 
fundamentally  to  run  the  agency 
in  a  different  way,”  he  says. 

Agency  executives  also 
appointed  a  committee,  headed 
by  Dillard,  to  set  all  IT  policy.  As 
one  of  its  major  efforts,  the  com¬ 
mittee  established  an  agency¬ 
wide  “approved  products  list”  that, 
for  instance,  reduced  the  number 
of  different  PC  products  in  the 
agency  from  40  to  three. 

Obviously,  such  efforts  require 
highly  integrated,  easily  modified 
systems.  But  a  new  managerial 
mindset  is  just  as  important. 
“They  need  an  ideology  that  is 
constantly  questioning,”  says 
Champy,  who  sometimes  encour¬ 
ages  executives  to  set  aside  their 
business  books  in  favor  of  dipping 
into  the  works  of  Ralph  Waldo 
Emerson  and  other  great 
philosophers. 

And  as  their  worlds  shift 
around  them,  it’s  important  for 
managers  to  acknowledge  their 
fears  about  the  upheaval.  In  fact, 
Champy  says,  that’s  part  of  the 
process:  “The  only  way  to  change 
is  to  make  yourself  vulnerable.”  ■ 


Champy  ’n’  People 

As  executives  grapple  with  reorganizing  their 
companies,  the  man  who  co-wrote  the  hook  on 
reengineering  says  managers’  own  jobs  will  be 
defined  by  the  answers  to  questions  about  four 
issues:  purpose,  culture,  process  and  people. 


PURPOSE 


comes  first.  “As  managers,  we  have  to  go  back  and 
think  of  what  our  businesses  actually  do,  what  our  business 
purposes  actually  are,”  says  James  A.  Champy,  coauthor,  with 
Michael  Hammer,  of  Reengineering  the  Corporation:  A  Manifesto  for 
Business  Revolution  (HarperCollins  Publishers,  1993).  “In  many 
industries,  information  technology  will  be  a  driver,  and  that  means 
the  CIO  has  to  be  among  those  asking  the  question  of  purpose.” 


CULTURE 


plays  two  roles  in  defining  the  new  manager’s  job. 
First,  Champy  says,  any  enterprise-wide  shift  requires  executives 
to  set  the  example:  “If  you  want  your  workers  to  change,  you 
have  to  change  yourself.”  Also,  he  says,  reengineering  dissolves 
the  old  rules  of  governance.  Replacing  them  involves  answering 
the  following  questions:  “What  kind  of  culture  do  we  want?  If  this 
is  our  new  business,  how  do  people  have  to  behave?” 


involves  examining  how  executives  do  their  work  — 
and  how  they  want  to  do  it.  Champy  poses  the  following  questions: 
“How  do  managers  add  value?  How  do  their  work  processes  have 
to  be  rethought?”  For  the  CIO,  the  effort  may  include  additional 
questions  about  metrics:  “If  you  start  over  with  a  clean  slate, 
how  are  you  going  to  measure  processes?  How  are  you  going  to 
measure  success?” 


PROCESS 


PEOPLE 


account  for  the  final  piece  of  the  puzzle.  Executives  need 
to  rethink  how  to  educate  employees  in  an  organizational  culture 
that  places  a  high  value  on  willingness  to  learn.  “Technology  skills 
are  important,  but  the  kind  of  person  you  are  is  more  important,” 
Champy  says. 


Rancho  Mirages 

Westin  Mission  Hills 

Palm  trees,  wildflowers,  painted 
canyons  and  unspoiled  beauty 
surround  the  Westin  Mission 
Hills.  The  hotel’s  classic  Moroccan 
design,  complemented  by  the 
desert,  offers  a  quiet,  comfortable 
setting  that  provides  an  environ¬ 
ment  conducive  to  reflection, 
learning  and  networking. 

Golf,  tennis,  volleyball,  croquet, 
weight  training  and  steam  rooms 
provide  leisure  activities,  while 
the  75,000  square-foot  conference 
center  will  accommodate  all  our 
meeting  needs. 
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Sunday,  March  12 


3:00pm-6:00pm 

Conference  Registration 

7:00pm-9:30pm 

Welcome  Reception  &  Registration 

9:30pm-12:00am 

Hospitality/Networking 


Monday,  March  13 


7:30am-8:15am 

Breakfast 

8:15am-8:20am 

Welcome  &  Opening  Remarks 

Joseph  L.  Levy 
President  &  Publisher 

CIO  Communications, 
Inc. 


8:20am-9:30am 

Implementing  Change 
in  the  Resistant  Organization 

Conference  Moderator 
Dr.  Jim  Wetherbe 
Director,  MIS  Research 
Center 

University  of  Minnesota 

Federal  Express  Professor  of 
Excellence  &  Director,  Center  for 
Cycle  Time  Research 

University  of  Memphis 

Inability  to  change  is  to  be  left 
behind,  and  management  is  finding 
itself  under  pressure  to  bring  about 
change  in  increasingly  resistant 
organizations.  Employees  just  don’t 
like  the  way  change  is  usually  man¬ 
aged.  Eighty  percent  of  the  difficulties 
that  occur  in  organizations  are  not 
real  problems  —  they  are  communi¬ 
cation  breakdowns  or  misunderstand¬ 
ings.  Much  resistance  to  change  is 
caused  by  misinterpretation,  not  true 
resistance.  Jim  Wetherbe’s  pragmatic 
presentation  provides  effective  means 
for  managing  change. 


9:30am-10:15am 

Focusing  an  Enterprise:  Demerger, 
Divestment  &  Downsizing 

Stuart  R.  L.  Smith 
General  Manager 
Business  Services 

ICI  Chemicals  & 
Polymers  pic 


ICI  pic,  the  UK’s  largest  chemical 
company,  was  formed  by  the  merger 
of  four  companies.  In  1993  it  demerged 
into  two  parts,  one  company  contain¬ 
ing  the  biotechnology  and  specialty 
products,  the  other  the  chemicals, 
paints  and  explosives  products.  Both 
have  had  a  heavy  people-development 
emphasis,  facilitating  an  increasing 
rate  of  change  to  team  working, 
reskilling,  globalization  and  loyalties. 
The  reorganized  enterprise  seeks 
technical  articulation,  not  technolog¬ 
ical  enthusiasm  from  its  IS  commu¬ 
nity;  and  reskilling  rather  than  the 
updating  of  IT  personnel  is  becoming 
a  key  to  the  facilitation  of  change. 

10:15am-10:45am 

Coffee  Break 

10 : 45a  m-1 1:30am 

IT  Secrets  in  a  Changing  CIA 

Michael  Dillard 
Chairman,  Information 
Policy  Committee 

Central  Intelligence 
Agency  (CIA) 

The  CIA  has  gone  through  a  period 
of  tremendous  change,  placing 
unique  demands  on  the  Agency’s 
worldwide  information  services.  The 
world  environment,  reductions  in 
staff  and  budget,  and  changing  pri¬ 
orities  are  causing  major  impacts  on 
the  very  fabric  of  the  Agency.  Mike 
Dillard  is  leading  the  Agency’s 
enterprise  developments  within  the 
Office  of  Information  Technology 
and  will  discuss  the  impact  of  restruc¬ 
turing,  the  “Blue  Ribbon  Panel,”  cre¬ 
ation  of  the  Agency’s  IT  principles, 
the  drive  for  common  environments, 
technology  changes,  and  the  major 
shift  to  a  client/server  environment. 


ll:30am-12:15pm 

Operating  a  Healthy  IT 
Organization  in  a  Changing 
Healthcare  Environment 


Tuesday,  March  14 

7:30am-8:15am 

Breakfast 


John  Glaser,  PhD 
Vice  President 
Information  Systems 

Brigham  &  Women’s 
Hospital 

The  healthcare  delivery  system  is 
facing  profound  pressures  to  reduce 
costs  and  improve  the  quality  of  med¬ 
ical  care.  The  Brigham  and  Women’s 
Hospital  has  cut  the  average  response 
time  for  a  life-threatening  patient 
condition  from  five  hours  to  twelve 
minutes;  reduced  the  likelihood  of  an 
adverse,  preventable  patient  care 
error  by  a  factor  of  six;  and  used 
clinical  expert  systems  to  stop  an 
average  of  90  ineffective  or  harmful 
medication  orders  per  day,  while 
supporting  very  high  degrees  of 
integration  and  intelligent  process 
management  and  restructuring  an 
extremely  complex,  high  stakes  set 
of  processes. 

12:15pm-l:30pm 

Luncheon 


8:15am-9:00am 

High-Tech,  High-Touch,  High-Quality 


Paul  Kahn 
Chairman  &  CEO 

SafeCard  Services,  Inc. 


The  technologies  of  information  and 
communication  have  enormously 
expanded  the  capacity  of  organiza¬ 
tions  to  segment  markets;  downsize; 
streamline  their  organizations;  and 
identify  and  communicate  with  cus¬ 
tomers  and  prospective  customers. 
Technology  makes  closer  connections 
with  customers  possible,  but  it 
doesn’t  make  those  closer  connec¬ 
tions  inevitable.  The  interpretation 
of  information  and  communication 
with  customers  are  quintessentially 
human  capabilities.  Getting  that 
combination  of  technological  and 
human  capability  right  is  the  crite¬ 
rion  for  quality  products,  quality 
services,  and  a  quality  organization. 


l:30pm-6:30pm 

Small  Group  Discussions, 
Networking  &  Recreation 

The  “Virtual  Expertise”  Organization 

Joseph  R.  Cleveland 
Vice  President  & 
General  Manager 

Martin  Marietta 
Internal  Information 
Systems 

A  model  for  providing  commercial 
IT  services  internally. 

6:30pm-7:30pm 

Reception 

7:30pm-9:00pm 

Dinner,  Entertainment  & 
Tournament  Awards  Ceremony 

9:00pm-12:00am 

Hospitality/Networking 


9:00am-9:45am 

The  Changing  Role 
of  IT  Professionals 
in  Fluid  Organizations 

Susan  S.  Kozik 
Vice  President 
CIGNA  Technology 
Services 

CIGNA  Systems 

CIGNA’s  massive  IT  organization  has 
undergone  extensive  reengineering 
resulting  in  flattened  IT  organization 
levels,  replacement  of  hierarchical 
management  structures,  redrawing/ 
eliminating  organizational  boundaries 
and  increasing  the  individual  empow¬ 
erment  of  IT  professionals.  CIGNA 
is  seeing  the  emergence  of  a  new  type 
of  information  technologist  who  com¬ 
bines  a  broad  spectrum  of  business 
and  technical  knowledge  with  the 
flexibility  to  react  quickly  to  changing 


needs  in  a  fluid  organizational  struc¬ 
ture.  The  presentation  will  focus  on 
the  need  for  IT  and  users  to  change 
their  mind-sets,  acquire  new  skills, 
and  to  make  a  multidisciplinary  busi- 
ness/IT  team  work  more  effectively. 

9:45am-10:15am 

Coffee  Break 

10:15am-ll:00am 

Concurrent  Sessions 

ll:15am-12:00pm 

Concurrent  Sessions:  Repeated 

12:00pm-l:30pm 

Luncheon 

l:30pm-2:15pm 

Concurrent  Sessions 

2:30pm-3:15pm 

Concurrent  Sessions:  Repeated 

3:15pm-3:30pm 

Coffee  Break 

3:30pm-5:30pm 

IT:  The  Hinge  of  Radical  Change 

James  A.  Champy 
Author  &  Chairman 

CSC  Consulting  Group 


The  real  test  of  reengineering  busi¬ 
ness  process  is  in  implementation. 
CIOs  must  keep  past,  present  and 
future  technology  on  track  as  they 
manage  their  staffs,  reposition  IT 
in  support  of  business  reengineering 
initiatives,  and  drive  technological 
innovation  to  exploit  new  operating 
and  business  opportunities.  Jim 
Champy  will  discuss  the  imperatives 
of  reengineering  work  —  and  manage¬ 
ment  styles  —  in  the  reorganized 
entity.  Each  attendee  will  receive  a 
copy  of  Champy’s  new  book. 

5:30pm-6:30pm 

Reception  with  Jim  Champy 
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Wednesday,  March  15 


7:00am-8:00am 

Breakfast 

8:00am-8:45am 

Raising  the  CIO’s  Marketing  IQ 

Kevin  J.  Clancy 
Chairman 

Copernicus:  The 
Marketing  Investment 
Strategy  Group 


Marketing  is  more  science  than  art 
and  no  longer  the  exclusive  province 
of  those  positioning  and  demonstrat¬ 
ing  the  benefits  and  features  of  an 
organization’s  products  and  services. 
CIOs  must  apply  these  same  princi¬ 
ples  and  techniques  in  promoting 
their  services  and  capabilities  to  their 
internal  and  external  customers. 
CIOs,  particularly  in  restructured 
organizations,  must  raise  their  mar¬ 
keting  IQs  to  successfully  integrate 
IT  into  the  enterprise.  Each  attendee 
will  receive  a  copy  of  Kevin  Clancy’s 
book,  Marketing  Myths  that  Are 
Killing  Business:  The  Cure  for  Death 
Wish  Marketing. 


8:45am-9:30am 

The  Mythology  of  the  New  IT 
Organization:  How  Not  to  Reengi¬ 
neer  Yourself  Into  a  Brick  Wall 


Frank  Gens 
Vice  President 
IS  Management 
Research 

International  Data 
Corporation 


There  is  growing  belief  among  IT 
organizations  in  a  new,  mystical 
vision:  that  if  IT  simply  restructures 
into  cross-functional  teams,  retools 
with  client/server  technology,  and 
takes  on  a  more  action-oriented  (tacti¬ 
cal)  style,  it  will  finally  be  seen  as  a 
valued  member  of  the  corporate 
family.  This  latest  simplified  recipe- 
for-success  holds  the  potential  for 
reengineering  IT  organizations  right 
into  a  brick  wall.  Frank  Gens  will 
present  realistic  alternatives  for  the 
new  IT  organization. 


9:30am-10:15am 

Update  on  the  Internet 

Anthony  M.  Rutkowski 
Executive  Director 

Internet  Society 


The  international  Internet  Society  is 
devoted  to  evolving  the  Internet  and 
Internet  technologies  and  applica¬ 
tions,  and  to  enhance  their  use  and 
availability  on  the  widest  possible 
scale.  Tony  Rutkowski  will  talk  about 
the  issues  and  strategic  advantages 
offered  by  the  Internet.  Learn  how 
organizations,  professions  and 
individuals  worldwide  can  more 
effectively  collaborate  and  how 
products  and  services  are  being 
electronically  marketed. 

10:15am-10:30am 

Coffee  Break 

10 :30a  m-12 :00pm 

Back  to  the  Future: 

Making  Clocks,  Not  Telling  Time 

Jim  Collins 
Author  & 

Faculty  Member 

Stanford  University 


Jim  Collins  carefully  researched  over 
their  entire  life  spans  a  group  of  18 
truly  exceptional  companies  that  have 
outperformed  the  general  stock  mar¬ 
ket  by  15  times  since  1926.  Drawing 
upon  a  ground-breaking  six-year 
project  at  Stanford  University,  Collins 
and  his  colleague,  Jerry  Porras, 
sought  to  answer  one  basic  question: 
What  makes  the  truly  exceptional 
companies  different  from  other 
companies  and  separates  them  from 
their  rivals?  This  session  will  describe 
the  timeless  qualities  and  character¬ 
istics  that  have  consistently  distin¬ 
guished  outstanding  companies. 


CONCURRENT  SESSIONS 

Each  Corporate  Host  will  provide  a 
concurrent  session.  Each  session  will 
be  offered  twice,  and  you  will  be  able 
to  attend  a  maximum  of  four  sessions. 

Enhancing  &  Renewing 
Legacy  Systems  to  Meet  Today’s 
Business  Requirements 

Amdahl  Corporation 

Organizations  have  made  substantial 
investments  in  the  development  and 
continued  support  of  legacy  systems. 
However,  intensifying  business 
demands  and  competition  require  that 
these  systems  be  able  to  respond  to 
enhancements  in  increasingly  short 
time  frames.  Amdahl  will  address 
how  corporations’  Information  Tech¬ 
nology  organizations  must  address 
this  situation  through  the  use  of  new 
mainframe  and  client/server  tools. 

Switched  Networks: 

The  New  Network  Paradigm 

Gary  Bowen 

Executive  Vice  President 
Sales 

Bay  Networks,  Inc. 


The  evolution  to  the  next  generation 
switched  internetwork  combines  the 
core  technologies  of  routing  and 
switching  through  a  standards-based, 
open  architecture.  As  corporations 
around  the  world  redefine  their 
networking  strategies,  they  are  shift¬ 
ing  to  a  switch-based  networking 
standard  that  incorporates  both 
switching  and  routing  technologies 
(including  virtual  LAN  routing). 
These  transitions  will  shape  future 
network  architecture.  In  addition,  the 
deployment  of  a  switched  networking 
infrastructure  meets  the  challenges 
of  increased  network  performance 
and  availability,  greater  flexibility, 
and  reduced  network  management 
complexity,  while  protecting  existing 
network  investments. 


Middleware:  Transforming  the 
Economics  of  Data  Processing 


Jon  Deutsch 
Technical  Director 
Corporate  Marketing 

Information  Builders 
Inc. 


It  seems  everyone  is  moving  to  client/ 
server  open  systems.  However,  early 
experiences  —  well  documented  in  the 
press  —  appear  to  illustrate  more  fail¬ 
ures  than  successes  due  to  complex 
and  immature  technology,  and  the 
sheer  number  of  participating  plat¬ 
forms,  networks,  and  tools.  In  re¬ 
sponse,  middleware  products  have 
emerged  to  provide  a  single,  standard 
interface  through  which  “open  sys¬ 
tems”  interoperate.  This  presentation 
examines  multiple  cases  for  middle¬ 
ware  and  the  many  forms  it  takes  in 
delivering  the  crux  of  open  systems 
interoperability. 

Rules  for  Successfully  Deploying 
Client/Server  Applications  for  the 
Enterprise 

Gupta  Corporation 

Client/server  software  will  play  a  key 
role  in  the  ability  of  IT  executives  to 
rapidly  improve  the  responsiveness 
of  their  corporate  organizations. 
However,  implementing  successful 
client/server  applications  can  be  a 
more  formidable  task  than  planning 
for  them.  Gupta  Corporation  will 
propose  a  clear  set  of  rules  to  follow 
to  ensure  that  client/server  projects 
are  “enterprise  savvy,”  readily 
accepted  by  users  and  meeting  the 
productivity  gains  expected  of  them. 

Transforming  the  IT  Organization 

Stephen  Hamilton 
Director 

Strategic  Consulting 

Hewlett-Packard 
Company 


Information  systems  are  going 
through  a  period  of  very  rapid  and 
wide  scale  transformation  brought 
about  by  the  unprecedented  shift  to 


client/server  technologies.  With  these 
new  technologies  comes  the  opportu¬ 
nity  to  make  far-reaching  changes 
in  the  way  companies  are  organizing 
and  managing  their  information 
technology  assets.  This  session  will 
review  models  of  successful  IT 
organizations  in  a  client-server 
environment,  and  examine  issues  in 
transforming  the  IT  function  to 
embrace  these  technologies. 

The  CIO  in  the  Reorganized 
Enterprise:  Providing  Leadership 
through  Solution  Systems 

Donald  P.  Hinman,  PhD 
Business  Development 
Executive 

InfoBase 

Courtesy  of  Acxiom 
Corporation 

The  CIO  is  uniquely  positioned  to 
turn  the  raw  material  of  data  into  the 
finished  product  of  solutions.  Leading 
the  charge  to  turn  data  into  informa¬ 
tion,  the  CIO  can  provide  a  complete 
picture  of  the  customer,  and  access 
and  analysis  capabilities  that  allow 
data  to  be  transformed  into  a  com¬ 
plete  business  solution.  This  session 
will  include  examples  of  how  compa¬ 
nies  are  making  this  happen  today 
and  the  steps  necessary  to  make  it  a 
reality  in  your  own  organization. 

Surviving  and  Optimizing 
the  Network  Paradigm  Shift 

Robert  Koontz 
Vice  President  & 

General  Manager 
Racal  Managed  Network 
Services  Division 
Racal-Datacom,  Inc. 

One  of  the  most  significant  changes 
affecting  IT  executives  and  their 
organizations  is  the  shift  from 
privately  owned  networks  to  the 
intelligent,  public  network.  What 
technologies  are  shaping  this  move 
and  how  are  they  best  utilized?  What 
types  of  applications,  information 
and  services  will  be  available  to  your 
users  —  regardless  of  location?  Will 
you  have  to  outsource  all  or  portions 
of  your  network  to  remain  competi¬ 


tive,  and  how  will  IT  executives 
manage,  control  and  secure  access 
to  these  essential  network  products 
and  services? 

Managing  the 
Reengineering  Process 

Paul  Lawryk 
Market  Development 
Group  Manager 

Sun  Microsystems,  Inc. 


IT  managers  are  increasingly  chal¬ 
lenged  to  hold  or  cut  total  corporate 
computing  costs  and  retain  their 
companies’  competitive  advantage 
over  rivals.  Reengineering  describes 
an  overall  strategy  to  meet  these 
challenges  and  re-evaluates  IT 
resources  to  see  how  cost  effectively 
they  meet  current  business  require¬ 
ments.  CIOs  can  then  evolve  those 
resources  to  maximize  cost-effective¬ 
ness  and  maintain  their  businesses’ 
competitive  advantages.  Sun  Micro¬ 
systems  will  discuss  the  key  issues 
of  successfully  managing  IT  in  the 
reorganized  enterprise,  both  from 
our  perspective  and  our  customers. 


The  CIO  of  the  21st  Century 


■HMHH  Bernard  “Bud”  Mathaisel 

Ernst  &  Young  Center  for 
„  ,/5  Business  Innovation 


Although  they  know  they  can’t 
continue  to  live  by  the  same  objec¬ 
tives  and  achievements  that  made 
them  successful  in  the  past,  today’s 
progressive  IT  leaders  are  proving 
that  rumors  of  their  demise  are 
greatly  exaggerated.  Information 
users  have  been  able  to  cut  out  IT. 
This  “disintermediation”  is  creating 
a  new  role  for  the  CIO  as  infrastruc¬ 
ture-builder.  The  CIO  must  be  con¬ 
cerned  not  with  architecting  individ¬ 
ual  solutions,  but  with  creating  the 
common  infrastructure  to  enable 
effective  development  by  others. 
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Client/Server  Implementations: 
Who’s  on  First? 

Dave  Morehead 
Director,  Research 

IMRS 


Mobilizing  IT  to 

“Change  Faster  Than  Change” 

Cheri  Musser 
Vice  President 
Development  &  Quality 

Texas  Instruments 


Using  Process  Management 
to  Reengineer  the  Business  of  IT 

Richard  J.  Pleczko 
Vice  President 
Process  Management 
Products 

LBMS,  Inc. 


Surveys  confirm  that  the  finance 
department  is  the  first  place  that 
client/server  systems  are  rolled  out  in 
the  corporation.  What  happens  when 
mission-critical  applications  meet 
leading-edge  technology?  What  plat¬ 
forms  and  operating  systems  have  a 
proven  track  record?  Real-world  case 
studies  —  combined  with  current  and 
forecast  survey  data  —  will  be  used  to 
demonstrate  how  to  maximize  soft¬ 
ware  and  hardware  investments 
while  implementing  successful  high- 
transaction  client/server  accounting 
and  financial  management  systems 
in  the  global  enterprise. 

Communications  as  an  IT  Tool 

Dennis  J.  Murphy 
Vice  President 
Telecommunications 

Goldman,  Sachs  & 
Company 

Courtesy  of  PictureTel 
Corporation 

IT  professionals  must  deliver  bottom- 
line  business  value  and  provide  the 
latest  competitive-edge  solutions,  all 
at  an  accelerated  pace,  with  right- 
sized,  reorganized  resources.  This 
session  will  examine  how  videoconfer¬ 
encing,  from  the  conference  room  to 
the  desktop,  can  help  meet  this 
challenge,  and  will  including  real 
examples  of  how  teams  can  pull 
together  to  deliver  on  time,  on  budget. 


Do  you  have  an  IT  Process  Map?  How 
do  you  plan  to  support  enterprise¬ 
wide  component  reuse?  Is  your  IT 
organization  really  customer-focused? 
Texas  Instruments  (TI),  well  known 
for  its  reengineering  success  and 
resulting  dramatic  business  improve¬ 
ments,  reengineered  their  own  IT 
organization,  clearly  defining  both 
technical  and  application  architec¬ 
tures.  Learn  how  TI  applied  reengi¬ 
neering  principles  to  better  align 
IT  with  the  business  units,  and 
discover  how  the  heart  of  their 
ongoing  strategy  —  changing  to 
reusable  component-based  develop¬ 
ment  —  has  enabled  IT  at  TI  to 
“change  faster  than  change.” 

Controlling  the  Clandestine  Costs 
of  Client/Server  Computing 

Alan  Paller 

Head,  Unix  Strategies 

Computer  Associates 
International,  Inc. 


How  much  will  client/server  migration 
really  cost?  All  CIOs  planning  client/ 
server  projects  ask  this  question,  and 
the  answers  they  receive  are  likely  to 
be  far  below  the  actual  costs.  Alan 
Paller  will  present  data  from  more 
than  a  dozen  studies  about  the  true 
costs  of  client/server  computing.  Every 
attendee  at  this  session  will  leave 
with  lists  identifying  the  sources  of 
the  most  common  cost  estimating 
errors  and  the  techniques  pioneering 
users  have  identified  to  cap  some  of 
the  unexpected  costs. 


IT  organizations  are  key  participants 
in  (and  often  leaders  of)  corporate 
business  process  reengineering 
(BPR)  initiatives.  But  many  of  these 
IT  organizations  are  in  need  of  some 
internal  reengineering.  In  this 
session,  learn  how  process  manage¬ 
ment  can  be  used  to  reengineer  the 
business  of  IT  and  increase  quality 
and  product. 

A  Telecommunication 
CIO’s  Perspective 

Jon  J.  Ricker 
Assistant  Chief 
Information  Officer 
BellSouth 
Telecommunication 
Courtesy  of 
Martin  Marietta 
Corporation 

Creating  Applications  to  Support 
the  Reorganized  Enterprise 

Geoffroy  T.  Roach 
Director 

Tools  Marketing 

Informix  Software,  Inc. 


Client/server  is  often  hailed  as  the 
technology  that  will  introduce  a  new 
level  of  flexibility  into  an  organization, 
but  many  companies  have  yet  to 
experience  the  benefits.  The  business 
rationale  for  the  move  to  client/server 
and  the  current  state  of  tools  which 
will  be  characteristics  of  the  second 
generation  of  enterprise-level  applica¬ 
tions  will  be  discussed.  An  action  plan 
will  be  presented  to  start  organiza¬ 
tions  on  the  path  to  implementation. 


Moving  to  the  Open  Enterprise: 

The  Challenge  of  Change 

Jim  Ryan 
Vice  President 
Information  Management 
Group 

Data  General 
Corporation 

How  does  a  company  undergo  the 
metamorphosis  from  the  old  to  the 
new?  Regardless  of  the  name  given 
to  the  methodology  —  reengineering, 
business  process  reengineering,  or 
process  innovation  —  there  is  broad 
agreement  that  a  successful  transition 
depends  on  a  high  level  of  synergy 
among  organizational  structure, 
business  processes,  and  information 
technology.  With  any  approach, 
managing  change  is  the  challenge. 
Corporate  change  can  be  planned  for, 
managed,  and  controlled.  This  session 
focuses  on  the  role  of  IT  as  a  critical 
change  agent  in  the  transition  to  the 
open  enterprise. 

Re-Inventing  the  CIO 

Phil  Andrews 
Principal 

EDS 


Today’s  enterprises  have  shifted  IT 
into  high  gear,  looking  to  IT  as  a 
strategic  weapon  against  global 
competitors  and  as  a  potent  driver  in 
transforming  themselves.  A  new  tech¬ 
nology  leadership  role  is  emerging. 
For  many,  the  new  number-one 
objective  is  to  use  IT  strategically  for  a 
competitive  edge  in  every  aspect  of 
performance.  In  this  session,  real- 
world  reengineering  examples  will 
be  used  to  illustrate  what  this  means 
for  the  CIO,  both  personally  and 
professionally. 


Managing  IT  in  a 
Hyper-Growth  Environment 

Tom  Thomas 
CIO 

Dell  Computer 
Corporation 


Change,  the  only  constant  in  the  IT 
industry,  affects  the  costs  of  opera¬ 
tions,  administration,  and  support. 
Organizations  adopting  a  life-cycle 
cost  philosophy  and  looking  beyond 
hardware  and  software  have  enjoyed 
increased  productivity  and  reduced 
costs.  Dell  —  the  fastest  growing 
company  in  the  Fortune  500  —  has 
managed  IT  in  its  hyper-growth  envi¬ 
ronment.  Tom  Thomas  will  share  how 
to  focus  on  your  core  mission  while 
reducing  costs  and  will  provide 
specific  examples  of  how  other  major 
corporations  have  successfully  applied 
cost-reduction  programs. 


Disaster  Avoidance 
and  the  Client/Server 

Dave  Vieau 
Vice  President 

American  Power 
Conversion 


Bob  Hansmann 
Product  Manager 
Disaster  Recovery 

Palindrome 


CIOs  want  to  think  about  the  unex¬ 
pected  before  irreparable  damage 
occurs  to  their  networking  operations. 
As  we  witness  the  power  struggle  be¬ 
tween  natural  disasters  and  concrete 
scientific  protection  plans,  maintain¬ 
ing  a  fool-proof  system  in  today’s 
environment  may  seem  unattainable. 
Assuring  a  continuous  power  supply 
to  the  network  in  the  event  of  a  distur¬ 
bance  and  safeguarding  the  system 
literally  equate  to  saving  a  substantial 
amount  of  a  company’s  assets.  Experts 
in  the  field  will  discuss  all  aspects  of 
power  control. 


COMPANION  PROGRAM 


Sunday,  March  12 


7:00pm-9:00pm 

Networking  Reception 


Monday,  March  13 


9:30am-10:30am 

Companion  Breakfast 

12:15pm-l:30pm 

Luncheon  with  Conference 
Participants 

l:30pm-5:30pm  (Optional) 

Living  Desert/ 

Aerial  Tramway-Vista 

6:30pm-7:30pm 

Reception 

7:30pm 

Dinner,  Entertainment  & 
Tournament  Awards  Ceremony 


Tuesday,  March  14 

7:30am-8:15am 

Breakfast  with  Conference 
Participants 

12:00pm-l:30pm 

Luncheon  with  Conference 
Participants 

5:30pm-6:30pm 

Reception  with  James  A.  Champy 


Wednesday,  March  15 


7:00am-8:00am 

Breakfast  with  Conference 
Participants 

Reacquaint  yourself  with  old 
friends  and  meet  new  ones  at  an  in¬ 
formal  Monday  morning  breakfast 
for  companions.  A  CIO  companion 
guide  will  greet  companions,  review 
the  planned  activities  and  answer 
any  questions.  Monday  afternoon 
we  will  ride  the  Aerial  Tramway, 
the  longest  double  funicular  tram¬ 
way  in  the  world,  and  walk  in  the 
Living  Desert.  Enrollment  in  the 
companion  meal  program  is  neces¬ 
sary  to  attend  meals,  receptions 
and  entertainment.  The  companion 
program  does  not  include  confer¬ 
ence  session  attendance. 


TO  ENROLL  CALL  800-366-0246 
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Corporate  Hosts 

AQCIOM 

Acxiom  Corporation  offers  a  unique  matrix  of  services,  software  and 
tools  that  transform  company  data  into  customer  knowledge.  Multiple 
internal  databases  are  integrated  with  external  information  to  drive 
powerful  knowledge-based  decision  support  applications.  The  systems 
are  of  value  to  companies  with  large  database  requirements  and  to 
those  evaluating  legacy  systems,  implementing  client/server  computing 
or  reengineering  operations.  Acxiom,  founded  in  1969,  is  based  in 
Conway,  Arkansas,  and  maintains  offices  throughout  the  US  and  UK. 

amdahl 

Amdahl  Corporation  was  founded  in  1970  and  has  built  an  enviable 
reputation  for  providing  high-quality  data  processing  systems  and 
services  used  in  both  IBM-compatible  and  open  computing  environments. 
Today,  Amdahl  is  a  major  supplier  of  large-scale  mainframe  computers, 
data  storage  subsystems,  UNIX  system  servers  and  software,  applica¬ 
tions  development  and  production  software  and  a  broad  array  of 
educational,  consulting  and  systems  support  services. 

AP C 

AMERICAN  POWER  CONVERSION 

American  Power  Conversion  is  the  world’s  leading  supplier  of  unin¬ 
terruptible  power  supplies  and  related  software  designed  to  protect 
LANs,  telecommunication,  point-of-sale,  and  other  computer  based 
systems  from  power  problems  such  as  brownouts,  blackouts,  surges, 
spikes,  and  line  noise.  APC  offers  a  complete  solution  including:  Back- 
UPS,  the  best  value  in  power  protection;  Smart-UPS,  high-performance 
UPS’s  for  networks;  Matrix-UPS,  modular  UPS  for  network  datacenters; 
PowerNet  SNMP  family  of  management  products,  Line-R,  high- 
performance  power  conditioners;  PowerChute,  UPS  Monitoring 
software  solutions;  SurgeArrest,  network-grade  surge  suppression. 

Bay  Networks 

The  Merged  Company  of  SynOptics  and  Wellfleet 

Bay  Networks,  Inc.  is  the  leading  worldwide  supplier  of  a  full  range 
of  highly  available,  multiprotocol  routers,  intelligent  hubs,  high-speed 
switches,  and  sophisticated  network  management  products  for 
organizations  building  enterprise-wide  information  networks.  The 
company  was  established  in  October  1994  upon  the  successful  merger 
of  SynOptics  Communications  and  Wellfleet  Communications.  Bay 
Networks  offers  the  most  comprehensive  line  of  networking  products 
available  today  and  the  vision  and  capability  to  help  you  migrate  to 
the  future  of  switched  internetworking. 

(70 MPUTER 
Associates 

Software  superior  by  design. 

Computer  Associates  International,  Inc.  is  the  leading  independent 
software  company  in  the  world.  CA  develops,  markets  and  supports 
integrated  systems  management,  information  and  business  applications 
software  for  a  broad  range  of  mainframe,  midrange  and  desktop 
computers.  CA  serves  the  international  marketplace  through  direct 
operations  in  29  countries. 

iw  Data  General 

Bringing  Common  Sense  to  Computing 


Data  General  Corporation  is  an  open  systems  company  specializing  in 
servers,  storage  products  and  services  for  information  systems  users 
worldwide.  Since  the  introduction  of  AViiON  servers  in  1989,  open 
systems  sales  have  grown  to  nearly  90%  of  our  product  revenues. 
AViiON  servers,  the  DG/UX  operating  system,  and  CLAEtiiON  storage 
form  a  robust  foundation  for  delivering  common  sense  solutions  to  large 
enterprises.  AViiON  is  one  of  the  leaders  in  the  UNIX  market  and  in 
customer  satisfaction. 


d eu 


EDS 


A  Global  500  company,  Dell  Computer  Corporation  designs,  develops, 
manufacturers,  markets,  services  and  supports  a  complete  line  of 
personal  computers  compatible  with  industry  standards.  Dell  is  the 
world’s  leading  direct  marketer  of  personal  computers  and  one  of  the 
top  five  personal  computer  vendors  in  the  world.  With  headquarters  in 
Austin,  Texas,  and  16  international  subsidiaries,  Dell  products  and 
services  are  now  available  in  more  than  120  countries  worldwide. 


EDS  helps  customers  create  and  use  information  to  enhance  new 
products  and  services,  serve  their  customers  better  and  improve  the 
economics  with  their  business.  EDS  employs  a  full  range  of  services 
from  consulting  to  systems  management  to  help  customers  realize 
that  value.  In  1993,  EDS  reported  revenues  of  $8.6  billion  and  had 
more  than  70,000  employees  in  35  countries. 


Ell  ERNST  &YOUNG  LLP  Ernst  &  Young  LLP  is  the  leading  integrated  professional  services  firm 

in  the  US,  and  among  the  largest  in  the  world.  Our  management 
consulting  practice  is  a  leader  in  business  process  reengineering, 
performance  improvement  and  information  technology.  The  Ernst  & 
Young  Center  for  Business  Innovation™  located  in  Boston,  is  leading 
the  industry  in  new  ways  to  empower  business  through  people, 
process,  systems  and  technology.  And  our  Center  for  Business 
Transformation  and  Technology  located  in  Dallas  is  dedicated  to 
continuing  development  of  world-class  process  management  tools. 


Gupta  Corporation  created  the  PC  client/server  systems  software 
market  by  delivering  the  first  suite  of  SQL  database  products  and  GUI 
application  development  tools  exclusively  for  networked  PCs.  Smooth 
integration  of  Gupta  applications  and  databases  into  the  enterprise  is 
provided  via  a  comprehensive  array  of  connectivity  products.  Gupta 
has  consistently  worked  to  satisfy  the  critical  requirements  of 
corporate  data  processing  with  the  flexible,  responsive  technologies 
associated  with  PC  networks.  Gupta’s  market-leading  PC  client/server 
products  will  propel  anticipated  1993  revenues  to  $57  million. 


TO  ENROLL  CALL  800-366-0246 
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Corporate  Hosts 

Whn%  HEWLETT® 
mlULM  PACKARD 

Hewlett-Packard  is  an  international  manufacturer  of  measurement 
and  computation  products  and  systems  recognized  for  excellence  in 
quality  and  support.  HP  is  the  second-largest  computer  company  in  the 
United  States  with  computer  revenues  in  excess  of  $15.6  billion  in 
its  1993  fiscal  year.  The  company’s  products  and  services  are  used  in 
industry,  business,  reengineering,  science,  medicine  and  education 
in  approximately  110  countries.  HP  has  96,200  employees  and  had 
revenue  of  $20.3  billion  in  its  1993  fiscal  year. 

IMRS  develops  software  for  enterprise-level  financial  management 
applications  in  a  client/server  environment.  Founded  in  1981,  the 
company’s  integrated  approach  to  financial  management  provides 
access  to  summarized,  enterprise-wide  views  and  underlying  support¬ 
ing  detail.  IMRS  focuses  on  end-user  needs  while  working  in  partner¬ 
ship  with  IT  professionals  to  address  the  diverse  transaction  processing, 
accounting,  budgeting  and  information  access  needs  of  over  1,800 
corporations.  With  availability  of  worldwide  support  and  services, 
IMRS  provides  a  complete  international  solution  set. 

Information 

Builders 

Information  Builders  is  recognized  as  a  leader  in  data  access  technology 
and  business  analysis  tools.  The  FOCUS  fourth-generation  language 
and  reporting  tools  and  the  EDA/SQL  middleware  technology  allow 
organizations  to  seamlessly  access,  transform,  analyze  and  visualize 
data  throughout  the  enterprise.  Backed  by  expert  consulting,  education 
services  and  strong  partnerships,  Information  Builders  delivers  flexible 
and  scalable  solutions  for  client/server  application  development,  data 
warehousing,  and  business  intelligence  systems. 

Til  INFORMIX 

Informix  Software,  Inc.  is  the  leading  supplier  of  high  performance, 
parallel  processing  database  technology  for  open  systems.  Informix’s 
database  servers  are  the  number  one  choice  of  hardware  manufacturers 
for  publishing  Transaction  Processing  Council  benchmarks  for  UNIX- 
based  systems.  Informix  products  also  include  development  tools  for 
creating  client/server  production  applications,  decision  support  systems, 
and  ad-hoc  query  interfaces,  and  connectivity  software  that  allows 
information  to  be  shared  transparently  from  PCs  to  mainframes 
within  the  corporate  computing  environment. 

BLBMS 

LBMS,  Inc.  is  a  leading  provider  of  process  management  tools  for 
Fortune  1000  organizations.  The  company’s  products  leverage 
benefits  of  workgroup  computing  and  open  partnerships  to  address 
the  complex  demands  of  application  development  in  organizations 
with  heterogeneous  computing  environments.  LBMS’  products  can 
be  used  individually,  as  components  in  a  mixed-vendor  client/server 
environment,  or  together  in  a  seamless  application  development 
toolset.  LBMS  tools  operate  in  an  open  LAN  server-based  repository 
system  ensuring  consistency,  integrity  and  completeness  in  the 
application  development  process. 

INFORMATION  GROUP 

From  designing  an  automated  fingerprint  identification  system  for  the 

FBI,  to  creation  of  lifelike  computer  generated  military  training 
systems,  to  guiding  the  industry  giants  of  overnight  delivery  and 
national  food  distribution  with  information  handling  expertise,  the 

Information  Group  of  Martin  Marietta  Corporation  designs,  develops, 
integrates  and  operates  information  systems,  simulation  and  auto¬ 
mated  test  systems  for  numerous  government  and  commercial 
customers.  Created  in  April  1993  from  infotech  elements  of  Martin 

Marietta  Corporation  and  the  former  GE  Aerospace  businesses,  the 
Information  Group  posted  $1.4  billion  in  sales  during  its  inaugural 
year. 

■  PictureTel 

PictureTel  Corporation,  the  world  leader  in  videoconferencing  technol¬ 
ogy,  is  “redefining  the  way  the  world  meets.”  The  company  develops, 
manufactures  and  markets  a  full  range  of  visual  communications 
solutions  from  the  desktop  to  the  auditorium,  supported  by  offices  in 
over  100  cities  in  50  countries.  To  provide  products  and  solutions  that 
are  in  step  with  the  strategic  technologies  of  the  ’90s,  PictureTel  is 
working  with  the  leaders  in  computing,  telecommunications,  software 
and  the  most  respected  organizations  in  a  variety  of  vertical  markets. 

Racal-Datacom 

Racal-Datacom,  Inc.  is  an  independent  provider  of  data  communica¬ 
tions  products,  systems  and  services  designed  to  meet  the  business 
objectives  of  corporations  and  government  organizations.  The  company 
offers  solutions  for  the  implementation,  integration,  management  and 
support  of  enterprise  networks  from  the  desktop  through  local  area  and 
wide  area  networks.  Racal-Datacom  offers  a  broad  range  of  LAN/WAN 
products,  all  managed  by  a  single  network  management  system  and 
all  supported  by  a  full  range  of  network  services. 

♦ Sun 

Sun  Microsystems,  Inc.,  founded  in  1982,  is  a  Fortune  120  company 
and  a  pioneer  in  the  general-purpose  workstation  market,  having 
launched  the  now  popular  concept  of  open  systems.  Sun’s  client-server 
computing  solutions  include  networked  UNIX  workstations  and  multi¬ 
processing  servers.  According  to  analysts,  Sun  ships  more  UNIX 
systems  worldwide  than  anyone.* 

Source :  International  Data  Corporation 

w  Tcyas 

Instruments 

Texas  Instruments  provides  a  broad  range  of  business  and  informa¬ 
tion  technology  products  and  services  that  allow  companies  to  quickly 
respond  to  market  dynamics.  TI’s  application  development  software 
product,  Composer  by  IEF™  uses  model-driven  development  to  rapidly 
design,  build,  test,  install  and  maintain  client/server  and  terminal- 
based  business  applications  for  a  wide  variety  of  platforms  and  data¬ 
bases.  Composer  is  the  newest  generation  of  TI’s  industry-leading  IEF 
for  Client/Server.  The  world’s  largest  companies  generate  applications 
with  Composer  to  add  competitive  advantage  and  enable  change  within 
their  information  systems. 
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Sunday,  March  12-Wednesday,  March  15,  1995 
Westin  Mission  Hills  ■  Rancho  Mirage,  California 


Please  print  and  complete  this  form  in  its  entirety,  then  forward  to  the  attention 
of  Executive  Programs.  Fax  to  508-879-7720.  Call  us  at  800-366-0246.  Mail  to: 
CIO  Communications  Inc.,  492  Old  Connecticut  Path,  Framingham,  MA  01701. 


NAME 


TITLE 


COMPANY 


ADDRESS  MAIL  STOP 


CITY  STATE  ZIP  CODE 


PHONE  FAX  E:MAIL 


WHAT  IS  YOUR  INDUSTRY? 


YOUR  NAME  AS  YOU  WANT  IT  TO  APPEAR  ON  YOUR  BADGE 


NAME  OF  COMPANION  (IF  PARTICIPATING  IN  COMPANION  PROGRAM) 

Please  copy  enrollment  form  for  additional  registrations. 


ENROLLMENT  FEE 

O  IS  Practitioners/Executives 

If  you  are  a  CIO,  IS  executive  or  hold 
another  executive  position,  the  fee 

is  $1,395. 

O  Government/Military 

The  fee,  which  includes  your  hotel  for 
three  nights,  is  $1,695.  Do  not  make 
your  own  hotel  reservations,  CIO  will 
make  them  for  you. 

O  Sales/Marketing/Consulting 

If  you  hold  a  sales,  marketing  or  con¬ 
sulting  position,  the  enrollment  fee  is 
$5,000.  CIO  will  make  the  final  de¬ 
termination  of  this  category. 


OTHER  ACTIVITIES 

Monday  afternoon  activities  include: 

O  Golf  Tournament:  $138 

Golf  handicap _ 

Golf  must  be  prepaid. 

Club  rental  is  available. 

Golf  enrollments  will  be  accepted 
until  3/6/95. 

O  Tennis  Tournament 
( Complimentary) 

Living  Desert/Aerial  Tramway-Vista 
O  Attendee:  $42  O  Companion:  $42 

◦  COMPANION  PROGRAM  ($195) 

Companions  must  be  enrolled  in  this 
program  to  attend  any  conference- 
related  functions.  Includes  all  scheduled 
meals,  entertainment  and  companion 
get  acquainted  breakfast.  Conference 
session  attendance  not  included. 


PAYMENT  INFORMATION 

O  Check  enclosed  O  Bill  company 

O  P.O.  # _ 

O  Credit  card  # _ 

O  AMEX  OVISA  OMC  Exp. _ 

Signature: _ 

CIO  reserves  the  right  to  decline  enrollment  to  any  registrant. 


Please 
Attach 
Business 
Card  Here 


ATTIRE 

Casual!  Please,  no  suits, 
ties  or  business  attire! 

HOTEL  ACCOMMODATIONS 

A  block  of  rooms  has  been  reserved  at 
the  Westin  Mission  Hills.  We  urge  you 
to  make  your  reservations  early  by  call¬ 
ing  the  hotel  at  800-228-3000.  Addi¬ 
tional  rooms  are  available  at  Rancho 
Las  Palmas  (800-458-8786).  Be  sure  to 
identify  yourself  as  part  of  the  CIO  con¬ 
ference  to  receive  the  conference  rate. 
Please  make  your  reservations  early.  All 
unreserved  rooms  will  be  released  on 
2/11/95.  Hotel  reservations  /  cancella¬ 
tions  and  charges  are  your  responsibil¬ 
ity.  CIO  will  make  hotel  reservations 
for  government/military  participants. 

TRANSPORTATION 

American  Airlines  is  the  official 
conference  carrier.  Call  American  at 
800-433-1790  and  reference  Star  File 
#S0435D5.  AVIS  is  the  official  car 
rental  provider.  Call  AVIS  at 
800-331-1600  and  reference  K027830. 

ENROLLMENT  FEES 

All  enrollment  fees  must  be  paid 
in  advance  of  the  meeting.  Fee  in¬ 
cludes  conference  sessions,  concurrent 
sessions,  corporate  host  displays, 
conference  materials  and  scheduled 
meals.  Transportation,  hotel  and 
recreation  are  your  responsibility. 

CANCELLATION 

You  may  cancel  your  enrollment  up  to 
3/6/95  without  penalty.  No  refund 
or  credit  will  be  given  for  cancel¬ 
lations  received  after  3/6/95.  You 

may  send  a  substitute  in  your  place. 
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AMERICAN  POWER  CONVERSION 

^  Bay  Networks 

The  Merged  Company  of  SynOptics  and  Wellfleet 
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OMPUTER 
SSOCIATES 

Software  superior  by  design. 


tw  Data  General 

Bringing  Common  Sense  to  Computing 
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♦ Sun 
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“...The  hinge  of  radical  change  almost 
always  swings  on  new  information  systems.  ” 


-  James  Champy,  Chairman 
CSC  Consulting  Group 


(for  enrollment  information) 
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LETTER  FROM  THE  PUBLISHER 


In  this  issue  of  CIO,  we  are  pleased  to  re¬ 
port  the  stories  of  the  six  organizations  that 
are  recipients  of  the  1994  ESPRIT  Awards, 
honoring  excellence  in  strategic  partnering 
for  return  from  information  technology.  The 
ESPRIT  honorees  represent  a  cross  section 
of  industries;  each  has  demonstrated  the 
business  value  of  IT  and  has  something  to 
teach  us  all. 

It  should  not  go  unnoticed  that  a  number 
of  IT  companies  share  in  these  success  sto¬ 
ries  as  well.  Business  challenges  often  can¬ 
not  be  solved  without  IT  products  and  ser¬ 
vices  and  the  companies  that  provide  them. 
The  information-technology  vendors  pro¬ 
viding  solutions  to  ESPRIT  Award  recipients  read  like  a  “Who’s  Who” 
list,  including  AT&T,  Digital  Equipment,  IBM,  Informix,  Lotus,  MCI, 
Microsoft,  Novell  and  Software  AG.  For  more  information  on  specific 
IT  solutions  that  helped  ESPRIT  Award  honorees  achieve  their  stel¬ 
lar  status,  please  refer  to  the  Technical  Profiles  that  appear  in  these 
stories. 

Congratulations  to  the  1994  ESPRIT  Award  recipients  and  their  IT- 
vendor  business  partners! 


P.S.  Don’t  miss  our  next  CIO  Perspectives  conference,  “Managing  IT 
in  the  Reorganized  Enterprise,”  to  be  held  March  12-15  at  the  Westin 
Mission  Hills  in  Rancho  Mirage,  Calif.  To  register,  please  call  us  toll 
free  at  800  366-0246. 


Winning  Is 
Everything 

When  CIOs  negotiate  with 
suppliers,  the  stakes  are  hardly 
trivial.  New-age  management 
gurus  may  speak  of  negotiations 
in  which  everyone  leaves  the 
bargaining  table  happy,  but  some 
experts  doubt  that’s  possible.  A 
good  negotiator  comes  to  the 
bargaining  table  with  an  agenda 
and  the  determination  to  win  as 
much  as  possible.  A  good  negotia¬ 
tor  knows  that  winning  is  the 
name  of  the  game. 


Homeward  Bound 

People  have  been  discussing  the 
pros  and  cons  of  telecommuting 
for  years,  but  recently  the  Clean 
Air  Act,  the  Los  Angeles  earth¬ 
quake  and  some  successful  corpo¬ 
rate  trials  have  inspired  many 
companies  to  consider  the  option 
more  seriously.  While  technology 
is  critical  to  supporting  such  an 
effort,  some  big  questions  remain: 
“Who’s  going  to  manage  all  those 
dial-up  lines?”  “Who  fixes  the 
hardware  when  it  breaks?”  and 
“What  about  security?” 


All  in  the  Family 

Franchises  face  the  difficult  task 
of  getting  hundreds  or  thousands 
of  individuals  to  present  the  same 
face  to  the  public.  Since  the  desire 
to  be  different  is  built  into  the 
human  psyche,  that’s  not  always 
easy.  CIO  explores  how  IT  execu¬ 
tives  manage  day-to-day  activities 
in  the  fiefdom  of  franchising. 
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With  the  UTS  System,  we  bring  data 
center  values  and  technology  to  the 
emerging  open  systems  arena-creating 
enterprise-wide  client/server  computing 
solutions  which  bridge  UNIX  systems 
with  data  center  investments  in  hard¬ 
ware,  software  and  training. 

You  can’t  trust  your  mission-critical 
commercial  applications  to  UNIX... 
You  can  with  UTS.  And  you  may  be 
pleasantly  surprised  at  the  cost. 

Call  us  today. 

1  8 00  223  2215 

internet:  info@uts.amdahl.com 
WWW'  http://www.amdahl.com 


With  the  UTS  System,  we  can  and  we 
do.  For  more  than  a  decade  Amdahl  has 
been  helping  commercial  customers 
worldwide  find  open  systems  solutions 
to  the  most  complex  computing  chal¬ 
lenges.  Time-proven,  customer-tested 
solutions  based  on  the  UTS  System, 
Amdahl’s  mainframe  class  UNIX®,  that 
meet  the  capacity,  reliability,  availabil¬ 
ity,  and  security  requirements  of  large 
mission-critical  applications. 

The  UTS  System  is  a  comprehensive 
UNIX  operating  environment  optimized 
.for  performance  on  System/370  and 
System/390  hardware  platforms  from 
Amdahl,  IBM  and  Hitachi  Data  Systems. 
Our  SVR4-based  and  XPG4-compliant 
UNIX  combines  the  portability  and  flex¬ 
ibility  of  UNIX  with  the  capacity  and 
performance  of  a  mainframe. 


AMDAHL  Corporation /Open  Enterprise  Systems 


Run  real  UNIX  on  a  mainframe 


I  rMY  is  a  registered  trademark  in  the  I  S.  and  olket  i  nwiini  s.  lieensed  i  uliisiwh  thiongli  X/Open  Company,  Ltd.  Amdahl  and  the  l  I  S  S\ stem  me  registered  limit  hi 
-  of  Amdahl  Ceiporatiim.  IBM  is  a  registered  yademai  I;  ami  S\ stem/37 0  ami  System/3  90  are  trademarks  of  International  Business  Machines  Corporation.  m 


Trendlines 


VIRTUAL  REALITY 

Support 
for  the 
Grand 
Illusion 

Should  Uncle  Sam  strap 
on  a  head-mounted 
display  and  dive  into 
cyberspace?  A  National 
Research  Council  committee 
thinks  so. 

The  Committee  on  Virtual 
Reality  Research  and  Devel¬ 
opment,  which  is  funded  by  a 
consortium  of  federal  agen¬ 
cies,  says  the  U.S.  govern¬ 
ment  should  launch  a  broad- 
based  program  to  boost  VR 
technology.  A  wide-ranging 
initiative  could  lead  to  many 
applications  in  industries  be¬ 
yond  entertainment,  the 
committee  concluded  after  a 
two-year  study. 

The  areas  showing  the 
most  promise:  training,  haz¬ 
ardous  operations,  product 
design,  manufacturing,  mar¬ 
keting  and  health  care.  While 
some  form  of  VR  is  already 
being  used  in  these  fields, 
the  applications  are  limited, 
and  it  remains  unclear  which 
tasks  are  best-suited  to  the 
technology. 

But  before  such  judge¬ 
ments  can  be  made,  more  re¬ 
search  is  needed  to  under¬ 
stand  how  people  will 
interact  with  virtual-reality 
systems,  how  the  systems 
will  affect  work  performance 
and  what  kinds  of  problems 
could  arise  from  extensive 
use  of  VR.  For  instance,  peo¬ 
ple  using  head  gear  often 
suffer  from  chronic  fatigue, 


N 


& 


lack  of 
initiative, 
drowsiness,  irritability  and 
nausea. 

“If  the  comfort  of  VR  sys¬ 
tems  cannot  be  radically  im¬ 


proved,  the  practical 
usage  of  these  sys¬ 
tems  will  be  limited  to 
emergency  situations 
or  very  short  time  peri¬ 
ods,”  the  committee’s 
report  says. 

Assuming  those  ob¬ 
stacles  can  be  over¬ 
come,  the  committee 
proposes  several  ways 
the  federal  government 
might  help  advance  VR 
technology.  For  example,  it 
could  fund  collaborative 
work  between  industry  and 
higher  education  to  develop 
network  standards  for  large- 
scale  distributed  virtual  en¬ 
vironments.  The  govern¬ 


ment  can  also  play  a  role  in 
developing  communications 
networks  that  enable  people 
to  interact  in  shared  virtual 
worlds  from  different  loca¬ 
tions.  Current  technology 
can’t  support  real-time  appli¬ 
cations  that  enable  users  to 
see,  hear  and  touch  as  they 
would  in  real  environments. 

But  some  VR  observers 
aren’t  thrilled  with  the 
prospect  of  Washington  in¬ 
creasing  its  support  for  the 
nascent  industry.  “It  might 
have  a  counterproductive, 
chilling  effect,”  says  William 
Caffery,  director  of  advanced 
technology  groups  for  the 
Gartner  Group,  a  Stamford, 


Combating  High  Anxiety 

Poor  Jimmy  Stewart — he  couldn’t  save  Kim 
Novak  from  plunging  off  that  roof  in  Verti¬ 
go.  If  only  he’d  been  wearing  his  virtual-reality 
gear,  things  might  have  been  different. 

A  recent  item  in  Health  magazine  describes 
how  a  California 
psychologist  is  using 
virtual  technology  to 
help  acrophobics  get 
over  their  fear  of 
heights.  Ralph  Lam- 
son  rounded  up  three 
dozen  people  who  were 
afraid  of  everything  from  rid 
ing  in  elevators  to  crossing  bridges.  Sitting 
in  his  office,  they  donned  electronic  head¬ 
sets  and  visors  that  propelled  them  into 
a  virtual  landscape. 

Using  a  joystick,  Lamson’s 
subjects  were  able  to  simu¬ 
late  crossing  a  narrow 


plank  high  over  a  street  and  then  jumping 
onto  a  bridge  hundreds  of  feet  above  water. 
While  participants’  blood  pressure  and  heart 
rate  increased  at  the  beginning  of  the 
exercise,  both  had  dropped  by  about  15  per- 
A  ^  cent  toward  the  end.  After  just 
one  session,  all  but  three 
participants  showed  some 
improvement. 

“What  virtual 
reality  does  is 
allow  people  to 
make  the  con¬ 
nection  between 
being  in  high  places 
and  being  unafraid,” 
Lamson  explained  to  Health 
magazine.  In  addition,  he  sug¬ 
gested  that  the  treatment  might 
work  for  conditions 
such  as  claustro¬ 
phobia.  ■■ 
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ILLUSTRATION  TOP  BY  FRAN  O'NEILL;  ILLUSTRATION  BOTTOM  BY  MARK  FISHER 


Gain  strategic  advantage 

AT  EVERY  LEVEL  WITH 
SYNERGISTIC  BMC  SOFTWARE 


BMC  Software  gives  you  the  pieces  you  need 
to  improve  productivity,  quality ,  functionality 
and  performance  of  your  data  enterprise  wide 
— on  multiple  subsystems  and  platforms. 


very  day,  at  every  level,  BMC  Software’s  proven  and  powerful  solutions  are  helping 
thousands  of  organizations  worldwide  manage  and  move  the  data  crucial  to  their 
business.  Our  14  years  of  experience  and  60-plus  products  can 
also  help  you.  To  gain  strategic  advantage,  make  the  right  move. 

Call  BMC  Software  at  800  841-2031  or  713  918-8800.  SOFTWARE 


BMC  Software  international  offices  are  located  in  Australia,  Canada,  Denmark.  France,  Germany,  Italy.  Japan,  Netherlands,  Spain  and  the  United  Kingdom 
BMC  Software  is  a  registered  U  S  trademark  of  BMC  Software,  Inc.  BMC  Software  is  an  Equal  Opportunity  Employer  ©1994.  BMC  Software,  Inc.  All  rights  reserved 
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Conn.,  consulting  firm.  If  the 
government  is  ready  to 
pump  dollars  into  R&D  pro¬ 
jects,  private  investors  may 
be  reluctant  to  do  likewise, 
Caffery  says.  The  fear  of 
backing  a  technology  or 
standard  that  fails  because 
the  government  embraced  a 
competing  one  could  scare 
off  some  investors. 

Whatever  the  government 
decides,  Caffery  believes  VR 
technology — still  in  “the 
pre-Kitty  Hawk  days” — will 
generate  “tens  of  billions  of 
dollars  within  10  years.”  I^B 
-Peter  Fabris 


You  Keep  Calling 
Wildfire 

omputers  keep  getting 
smaller  and  smaller — 
secretaries  don’t.  And  that’s 
been  a  problem  for  mobile 
professionals,  who  need 
someone  to  personally  look 
after  their  schedules  and 
messages  while 
they’re  on  the  road. 

Wildfire  Communica¬ 
tions  Inc.  says  that 
its  namesake  prod¬ 
uct  fulfills  many  of 
those  functions  as  well  as  or 
better  than  other  electronic 
assistants  do.  And  unlike  its 
cold,  impersonal  competitors, 
Wildfire  gives  you  something 
to  talk  to. 

Physically,  Wildfire  is  a 
computer  system  that  is 
installed  at  the  customer’s 
office  and  connected  to  the 
public  telephone  network  via 


a  T1  line.  Users  call  a  single 
number  and  verbally  direct 
the  system  to  screen  and 
route  incoming  calls,  forward 
calls  to  any  designated  phone 
number,  place  calls,  and 
maintain  and  update  an  ex¬ 
tensive  contact  list.  The  sys¬ 
tem  also  provides  a  “virtual 
hallway”  where  users  can  in¬ 
teract  with  colleagues  en¬ 
gaged  in  Wildfire  sessions, 
simply  by  asking,  “Who  else 
is  around?” 

If  the  product  isn’t  quite 
human,  it’s  a  hell  of  a  lot  cud¬ 
dlier  than  your  average  voice- 
mail  system.  The  company’s 
press  material  sounds  almost 
like  a  manual  for  getting  to 
know  your  new  basset  hound: 
“You  build  a  relationship  with 
Wildfire  by  providing  the  in¬ 
formation  it  needs 
to  perform  its  job. 
Wildfire  knows  your 
work  habits,  events 
and  activities,  and 
recognizes  busi¬ 
ness  associates,  friends  and 
family  by  voice  and  by 
name....  You  can  talk  to  Wild¬ 
fire  using  conversational  lan¬ 
guage,  and  it  responds  in  its 
own  distinctive  voice.” 

The  average  cost  of  the 
system  is  under  $2,000  per 
user.  For  information,  call  1 
800  WILDFIRE  (Internet: 
info@wildfire.com).  Hi 


Women  in  IS 


1/3  of  IS 
employees 
are  women. 


nnnn 
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. .  .while  only 
1/12  of  IS 
executives 
are  women 


FEMALE  CIOS 

Still  Few 
and  Far 
Between 

A  quick  review  of  past  cov¬ 
ers  of  CIO  magazine  at¬ 
tests  to  the  fact  that 
women  are  making  it  to  the 
top  in  IS  careers.  GE’s  Hel¬ 
lene  Runtagh,  Xerox’s  Patri¬ 
cia  Wallington,  Du  Pont’s 
Cinda  Hallman... the  list 
goes  on.  But  not  on  and  on. 
And  therein  lies  the  prob¬ 
lem,  according  to  both  ob¬ 
servers  and  practitioners  in 
the  field:  In  many  IS  organi¬ 
zations,  the  glass  ceiling  re¬ 
mains  uncracked  no  matter 
how  many  female  heads  bat¬ 
ter  against  it. 

The  statistics  tell  the  tale. 
A  recent  study  by  Open 
Computing  magazine,  spon¬ 
sored  by  the  Society  for  In¬ 
formation  Management, 
shows  that  while  women 
represent  one  out  of  three 
employees  in  corporate  IS 


organizations,  they  hold  only 
one  in  12  CIO  positions.  De- 
loitte  &  Touche  came  up 
with  similar  findings  in  a  re¬ 
port  published  last  year. 

One  person  who  was  not 
surprised  by  those  results  is 
Nancy  S.  Alimansky,  an  asso¬ 
ciate  professor  at  the  Lesley 
College  School  of  Manage¬ 
ment  in  Cambridge,  Mass. 
Alimansky,  who  teaches  in¬ 
formation  systems  and  mi¬ 
crocomputer  management, 
has  been  collecting  case  his¬ 
tories  of  women  in  IS  man¬ 
agement.  Her  subjects  are 
mostly  longtime  practition¬ 
ers  who  achieved  their  sta¬ 
tus  following  a  serendipitous 
route.  But  for  every  success 
story,  there  are  many  more 
who  are  getting  nowhere, 
she  says,  even  though  they 
have  taken  the  prescribed 
courses  and  adhered  to  the 
traditional  career  path. 

“The  women  in  middle- 
management  positions  said 
there  was  a  cap  that  they 
weren’t  able  to  get  through,” 
says  Alimansky.  “There’s  a 
lot  of  acceptance  for  getting 
young  women  into  entry-lev- 
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“INFORMIX- NewEra  is  exactly  the  type  of  client/server 
development  environment  developers  need  to  create 
production -level  applications.” 

Judith  Hurwitz 

President,  Hurwitz  Consulting 


Introducing 

A  New  Eva 

In  Application 
Development. 


Application  developers  who  have  moved  to  graphical 
development  tools  are  learning  a  painful  lesson:  while 
prototyping  is  fast  and  easy,  it’s  another  thing  to  try  to 
deploy  enterprise  applications. 

Sure,  applications  built  using  the  first  generation  of 
graphical  client/server  tools  look  great.  But  ultimately, 
they  don’t  have  the  power  to  scale  up  to  enterprisewide 
client/server  solutions. 


Introducing  INFORMIX-NewErar“  the  second  genera¬ 
tion.  NewEra  has  beauty  and  brains.  All  of  the  graphical 
tools  you  expect  are  there,  backed  up  by  an  object- 
oriented  development  environment  designed  explicitly 
for  creating  mission-critical,  enterprisewide  client/server 
database  applications. 


Peter  Kastner,  Vice  President,  Aberdeen  Group: 

MINFORMIX-NewEra  is  an  excellent  product  that 
understands  both  the  client  and  server  sides  of  appli¬ 
cation  development.  W 

NewEra’s  next-generation  features  include  visual  pro¬ 
gramming  tools,  an  industrial-strength  object-oriented 
language,  interactive  debugger,  compiler,  repository, 
and  support  for  team  development  on  Windows  or 
UNIX.  It’s  client/server  ready,  and  it  will  support 
open  connectivity,  so  you  can  use  NewEra  with  non- 
Informix  databases,  too. 


Jeff  Papows,  Notes  Product  Division,  Lotus  Development  Corp.: 

MINFORMIX-NewEra  offers  Notes  users  the  ability 
to  build  enterprisewide,  client/server  applications  that 
extend  the  value  of  Lotus  Notes.  M 

Complex  applications  can  be  developed  quickly,  using 
class  libraries  provided  by  Informix  and  our  partners. 
In  fact,  Informix  has  already  signed  up  a  number  of 
class  library  partners,  including  Lotus  for  Notes,  as 
well  as  others  for  imaging,  EDI,  and  more. 

Find  Out  What’s  Behind  The  Screens. 

We’ll  send  you  an  independent  report  from  Judith 
Hurwitz,  highlighting  the  limitations  of  first-generation 
client/server  tools,  and  the  benefits  of  the  second  gener¬ 
ation.  Send  or  call  toll-free  1*800*688*IFMX,  ext.  32 
for  your  free  copy. 

Ti  INFORMIX’ 


C  1994  Informix  Software.  Inc  Informix  is  a  registered  trademark  and  NewEra  is  a  trademark  of  Informix  Software.  Inc 
All  other  names  indicated  by  ®  or  ™  are  registered  trademarks  or  trademarks  of  their  respective  owners 
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el  technical  positions  in  IS, 
but  something  happens 
when  they  try  to  move  up.” 

That  something  may  be 
the  old — largely  discredit¬ 
ed — bugbear  about  women 
and  technical  subjects.  When 
it  comes  to  technology, 
“women  have  to  know  it 
already — men  can  learn  it,” 
says  Alimansky.  That  means 
women  interested  in  IS  tend 
to  pursue  training  in  com¬ 
puter  science  or  systems 
analysis.  “But  that’s  not 
enough  to  be  a  successful 
manager,”  says  Alimansky. 
“The  women  I  spoke  with 
felt  those  backgrounds 


would  be  more  inhibiting 
than  their  own  liberal-arts 
backgrounds.  The  broader 
the  experience,  the  better.” 

Ironically,  at  the  same 
time  women  are  having  trou¬ 
ble  becoming  CIOs,  the  CIO 
position  is  becoming  more 
reliant  on  traditionally 
female  strengths.  “You  can’t 
just  put  the  CIO  behind  a 
locked  door  anymore,” 
Alimansky  says.  “Communi¬ 
cation  skills  are  becoming  a 
necessity,  and  women  are 
very  good  at  that.” 

Of  course,  there  are  more 
female  CIOs  than  there  used 
to  be,  particularly  in  service 


industries.  In  addition,  the 
government,  advocacy 
groups  and  the  threat  of  law¬ 
suits  may  bring  more  pres¬ 
sure  to  bear  on  companies  to 
promote  women  in  IS.  Until 
that  happens,  Alimansky 
advises,  women  should 
pursue  both  business  and 
technology  skills,  and  try 
to  keep  a  high  profile  in  the 
corporation.  “You  can’t  wait 
for  someone  to  knock  on 
your  door, ’’she  says. 

Alimansky  is  interested  in 
hearing  the  experiences  of 
other  women  in  IS  manage¬ 
ment.  She  can  be  reached 
at  617  349-8345.  WM 


NYC  Takes  Charge 

If  a  New  York  sheriff  pulls  you  over  and  asks 
for  your  driver’s  license,  registration  and  a 
major  credit  card,  don’t  be  alarmed.  The  sheriff 
(probably)  isn’t  crooked,  he’s  just  after  the 
money  you  owe  the  city  for  old  parking  tickets. 

In  a  pilot  program,  New  York  is  trying  to  col¬ 
lect  from  parking  scofflaws  when  they  are  at 
their  most  vulnerable — that  is,  under  the  keen 
eye  of  a  law  officer.  When  a  sheriff  stops  a 


motorist  or  spots  an  illegally  parked  car,  he  or 
she  runs  a  license-plate  check,  which  may  un¬ 
cover  a  hefty  tab  in  unpaid  tickets.  Since  most 
people  don’t  carry  around  big  wads  of  cash, 
scofflaws  have  to  watch  as  their  cars  are  im¬ 
pounded,  resulting  in  additional  fees  for  towing 
and  storage. 

Under  the  new  system,  if  the  sheriff  discov¬ 
ers  outstanding  debts  totaling  more  than  $230, 
the  driver  can  pay  on  the  spot  with  a  credit 
card.  Of  course,  parking  scofflaws  can’t  be 
counted  on  to  have  irreproachable  credit 

records,  so  the  officer  first  runs 
a  check  using  a  credit-card  termi¬ 
nal,  printer,  wireless  modem  and 
RAM  Mobile  Data’s  wireless 
data-communications  service, 
which  links  to  MasterCard  Internation¬ 
al  Inc.’s  Automated  Point-of-Sale  Pro¬ 
gram  (MAPP). 

With  a  simple  swish  of  the  pen  and  an 
OK  from  MAPP,  New  York  motorists  can 

avoid  additional  fees  and 
drive  away  with  their 
overdue  tickets  behind 
them.  ■■ 


The  Shipping 
News 


Mailing  an  express  package 
can  be  like  driving 
through  a  city  to  the  high¬ 
way — you  know  you’ll  make 
good  time  once  you’re  on  the 
road,  but  getting  to  the  on- 


ramp  can  be  a  hassle. 

Federal  Express  Corp.  of 
Memphis,  Tenn.,  which  has  a 
long  history  of  hastening 
packages  along  their  merry 
way,  now  has  a  product  that 
simplifies  the  front  end  of 
that  journey.  FedEx  Ship 
enables  customers  to  handle 
the  entire  shipping  transac¬ 
tion,  from  printing  labels  to 
calling  for  a  courier  to  track¬ 
ing  the  package  en  route.  T. 
Michael  Glenn,  the 
company’s  senior  vice  presi¬ 
dent  of  marketing,  customer 
service  and  corporate  com¬ 
munications,  says  the  prod¬ 
uct  will  be  a  particular  boon 
to  smaller  companies. 

A  Windows  version  of 
FedEx  Ship  will  be  available 
this  quarter — followed  by  a 
version  for  the  Macintosh — 
at  no  cost  to  customers.(Call 
800  GO  FEDEX  to  obtain  a 
copy.)  Federal  Express  has 
also  entered  into  several 
marketing  arrangements 
with  information  technology 
vendors  such  as  IBM,  Apple 
and  Intuit,  which  will  load  or 
bundle  the  software  with 
their  products.  And  FedEx 
Ship  will  be  available 
electronically  through  Amer¬ 
ica  Online  and  from 
CommerceNet.  ■■ 
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Neighborhood 

Watch 

ow  that  the  Republicans 
control  Congress,  aid  to 
poor  communities  may  drop  a 
few  notches  on  many  priority 
lists.  So,  the  Department  of 
Housing  and  Urban  Develop¬ 
ment  (HUD)  is  offering 
community  planners  help  in 
targeting  their  precious 
resources  with  a  new  comput¬ 
er  system  designed  to  sup¬ 
port  housing  and  economic- 
development  strategies. 

The  system,  developed 
jointly  by  Maplnfo  Corp.,  per¬ 
mits  users  to  view  computer¬ 
generated  maps,  color-coded 
with  the  latest  census  data  to 
identify  areas  of  low  incomes 
and  high  unemployment. 
Community  organizations  with 
basic  computer  hardware  can 
access  the  system  to  see 
how  the  locality’s  use  of  fed¬ 
eral  funds  meets  neighbor¬ 
hood  needs,  and  to  plot  sites 
for  street  repairs,  housing  re¬ 
habilitation  and  domestic-vio¬ 
lence  shelters. 

The  new  system  also 
streamlines  the  application 
and  reporting  process  for 
several  federal  programs, 
enabling  local  governments 
to  replace  six  separate 
documents  with  one  consoli¬ 
dated  submission  on  a 
diskette.  Hi 


OFF  THE  SHELF 


Leadership  and 
the  Customer 
Revolution 

By  Gary  Heil,  Tom  Parker 
and  Rick  Tate 
Van  Nostrand  Reinhold 
(New  York),  1995 
290  pages,  $24.95 

Willa  Cather  tells  us 
that  there  are  only 
two  or  three  human 
stories,  and  that  these  sto¬ 
ries  repeat  themselves  con¬ 
tinually.  The  same  is  appar¬ 
ently  true  of  business 
books.  The  story  manage¬ 
ment  writers  have  been 
telling  over  and  over  is  one 
of  dramatic  change,  and 
among  the  most  popular 
takes  on  that  subject  of  late 
has  been  leadership  in  the 
changing  organization. 

Gary  Heil,  Tom  Parker 
and  Rick  Tate  see  leader¬ 
ship  as  the  once  and  future 
issue,  a  credible  stance 
since  reengineering,  total 
quality  and  the  rest  of  the 
gods  in  the  management- 
tool  pantheon  can’t  take 
place  without  it.  Their 
book,  Leadership  and  the 
Customer  Revolution,  de¬ 
cries  the  failure  of  leader¬ 
ship  in  many  organizations 
today  and  offers  a  practical 
vision  for  improving  the 
way  companies  deal  with 
their  employees  and  cus¬ 
tomers. 

What  makes  the  book 
particularly  valuable  is  that 
it  takes  as  its  starting  point 
not  how  organizations 
should  operate,  but  how 
they  actually  do  operate. 
That  distinction  is  critical 
to  anyone  hoping  to  reform 
a  system  under  which  peo¬ 
ple  do  what  they  think  is 


expected  of  them  and 
say  what  they  think  their 
bosses  want  to  hear.  Such 
behavior,  the  authors  be¬ 
lieve,  is  the  result  of  a  per¬ 
sistent  emphasis  on  short¬ 
term  solutions  over 
long-term  learning,  as  well 
as  management’s  failure  to 
embody  corporate  values 
and  live  up  to  their  own  vi¬ 
sion  statements. 

More  fundamentally, 
management  fails  to  win 
employee  commitment  be¬ 
cause  it  refuses  to  recog¬ 
nize  the  human  aspect  of 
human  resources.  “Instead 
of  expecting  people  to  sep¬ 
arate  their  emotions  from 
their  work  lives,  we  must 
learn  to  deal  effectively 
with  emotions  in  all  our  in¬ 
teractions,”  the  authors 
argue.  “Every  organization 
is  inescapably  human.” 

To  establish  a  new  mind¬ 
set  within  both  themselves 
and  their  companies,  lead¬ 
ers  must  change  the  very 
structures  that  brought 
them  their  earlier  success¬ 
es.  The  ultimate  goal,  of 
course,  is  to  transform  em¬ 
ployees,  particularly  those 
on  the  front  lines,  from 
obedient  slaves  of  rigid  cor¬ 
porate  policies  into  an  em¬ 
powered,  informed  work¬ 
force.  Workers  should  be 
able  to  bring  not  only  their 
knowledge  but  also  their 
enthusiasm  and  their  imag¬ 
inations  to  bear  on  cus¬ 


tomer  service. 

Not  everything  in  the 
authors’  message  is  quite 
so  clear  and  obvious.  For 
example,  while  the  book 
encourages  corporations  to 
embrace  nonconformity 
(“learning  to  love  the 
weird”)  and  respect  the  in¬ 
dividual,  it  also  praises  Walt 
Disney  Co.,  which  earned 
some  bad  press  a  few  years 
back  for  mandating  that 
employees  at  its  European 
theme  park  wear  “appropri¬ 
ate”  underwear,  shave  fa¬ 
cial  hair  and  not  be  over¬ 
weight. 

In  general,  Leadership 
and  the  Customer  Revolution 
is  an  entertaining  read; 

Heil,  Tate  and  Parker  keep 
things  lively  with  anec¬ 
dotes,  action  points  and 
dozens  of  quotations. 
Unfortunately,  they  have  a 
few  annoying  habits,  too, 
like  putting  lots  of  words  in 
quotes  that  don’t  need  to  be 
there  and  sprinkling  their 
prose  with  exclamation 
points.  And  despite  their 
stated  dislike  of  jargon,  they 
fall  back  too  often  on  con¬ 
temporary  business-speak, 
phrases  like  “walking  the 
talk”  and  “reinventing  the 
wheel”  that  have  become 
so  ubiquitous  in  manage¬ 
ment  tomes  as  to  be  posi¬ 
tively  mind-numbing. 

On  the  whole,  though, 
the  book  does  a  commend¬ 
able  job  of  defining  what 
leaders  must  do  to  shape 
up — and  shake  up — their 
organizations.  And  by  urg¬ 
ing  readers  to  consider 
both  business  sense  and 
employee  sensibility,  they 
make  manageable  change  a 
real  possibility. 

-Leigh  Buchanan 
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In  almost  every  corner  of  the 
business  world,  change  has 
been  sudden  and  irreversible. 
Making  success  an  extremely 
fragile  commodity. 

So  instead  of  merely  trying 
to  survive  change,  Andersen 
Consulting  helps  organizations 


Now  what? 

find  ways  to  thrive  on  it.  Using 
ourfull  enterprise  approach,  we 
can  help  sharpen  your  reflexes, 
increase  your  adaptability  and 
reduce  your  response  time. 

Perhaps  there  are  still  a  few 
organizations  that  aren’t  yet 
pursuing  these  goals.  But  just 


V 


wait.That’s  one  more  bubble 
that’s  almost  certain  to  burst 


Andersen 

Consulting 

ARTHUR  ANDERSEN  &  CO.,  S.C. 


©1994  Andersen  Consulting.  All  rights  reserved. 


INSIGHTS 


Doing  More  with  Lease 


Companies  that 
decide  to  lease 
computer  equipment 
had  better  be  sure 
they’re  getting 
the  best  possible 
deal 

BY  JOHN  E.  CALLIES 


%  /  our  company  is  growing,  and 

%/  so  are  its  IS  needs.  After 
V  shopping  around,  you  have  de¬ 
cided  on  the  right  system  to 
-L  support  your  business  now  and 
for  the  next  few  years.  You  have  stud¬ 
ied  all  the  arguments  for  and  against 
leasing  computer  equipment  versus 
buying  it  and  have  come  to  the  con¬ 
clusion  that  leasing  provides  signifi¬ 
cant  advantages. 

Most  of  those  advantages  involve 
cost  savings  and  flexibility.  For  ex¬ 
ample,  because  you  don’t  own  the 
equipment,  you  don’t  tie  up  large 
amounts  of  capital  or  lines  of  credit. 
Furthermore,  your  monthly  pay¬ 
ments  are  kept  down  because  you 
pay  only  for  the  time  you  possess  the 
equipment,  not  for  the  residual  value 
after  the  lease  expires.  If  your  com¬ 
pany’s  IS  requirements  change  over 
time,  you  can  enter  into  a  new  lease 
on  a  new  system  once  your  current 
lease  expires.  Or,  if  they  don’t  change, 
you  can  probably  extend  the  existing 
agreement  or  purchase  the  equipment 
outright  from  the  lessor. 


Once  you  have  decided  to  lease 
the  equipment,  your  next  job  is  to 
choose  a  leasing  company.  A  sensi¬ 
ble  first  step  is  to  compare  the  sys¬ 
tem  manufacturers’  leasing  plans 
with  those  offered  by  independent 
lessors.  Will  they  finance  their 
equipment  only,  or  outside  peripher¬ 
als,  software  and  services  as  well?  A 
lessor  with  expertise  in  computers 
and  high  technology — whether  a 
captive  or  independent  leasing  com¬ 
pany — may  be  better  equipped  to 
help  you  find  the  best  solutions  to 
your  company’s  needs.  And  your 
lessor  should  be  able  to  handle  your 
total  systems  needs  throughout  the 
relationship. 

But  having  the  right  lessor  is  only 
part  of  a  successful  leasing  arrange¬ 
ment.  You  must  also  know  what  to 
look  for — and  look  out  for — in  your 
contract,  which  is  the  most  crucial 
aspect  of  your  lease.  As  you  review 
the  contract  with  your  legal  counsel, 
keep  in  mind  that  the  terms  and 
conditions — and  how  they  are 
worded — can  greatly  affect  the  ul¬ 
timate  cost.  Here  are  some 
points  you  should  examine 
carefully: 

Price:  While  many  lessees 
focus  only  on  the  monthly 
payments,  don’t  overlook 
the  purchase  price  of  what 
you  are  financing,  which  is 
the  major  determinant  of  the 
leasing  costs.  Once  you  have 
agreed  on  the  price,  make 
sure  it  is  stated  explicitly  in 
the  contract  and  that  you  re¬ 
ceive  the  benefits  of  subse¬ 
quent  price  reductions.  Also 
insist  that  the  agreement 
spell  out  all  “adders”  that 
could  creep  into  your  bill, 
such  as  late-payment  pen¬ 
alties,  early-termination 
charges,  exchange  costs, 
administrative  costs,  insur- 
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ILLUSTRATION  BY  VALA  KONDO 


0  1995  MOTOROLA.  INC. 


INTRODUCING  THE  MOTOROLA  POWER  SERIES™  PCMCIA  HIGH-SPEED  CE 


MODEM. 


Consider  Dr.  Whitlow  Au,  one  of  the  world’s  leading 
authorities  on  dolphin  sonar.  Since  he  could  be  found  working  anywhere  between  Coconut  Island  and  a  Boston  Whaler  out  in 
Kaneohe  Bay,  Dr.  Au  relies  on  a  portable  computer,  a  Motorola  Power  Series™  cellular  modem  and  flip  phone  to  do  his  job.  For 

instance,  when  he  discovered  that  dolphins  can  hear  each  other 
from  eight  miles  away,  Dr.  Au  immediately  shared 


mode:  m  s 


the  news  with  his  colleagues,  who  were  twelve 
thousand  miles  away.  He’s  also  able  to  send  and  receive  e-mail, 
data  and  faxes,  at  speeds  up  to  14,400  bps.  Using  these  tools,  Dr.  Au 
will  insure  for  his  research  the  very  thing  he’s  been  trying  to  secure 
for  his  dolphins:  a  future.  That’s  why  we  make  modems.  To  find  out 
more  about  our  Power  Series™  modems  and  our  Lifestyle  Series'" 
modems,  which  are  upgradeable  to  cellular,  call  1-800-766-4883. 


■zwyVr'. 


New! 


OS/2  is  in  its  third  rev,  so 
it’s  solid,  stable,  and  mature. 


Mike  Anzis  is  the  I.S. 


man  behind  the  wheel  of 


Mazda’s  computers.  And 
OS/2®  Warp  is  about  to 


make  his  life  easier. 


From  a  basic 
4MB  laptop  to  a 
client/ server  system, 
the  OS/2  family 

The  BonusPak  gives  mobile  users 
now  scales  an  even  the  applications  they  need. 


As  Mike  puts  it:  “We  use  OS/2  on  our  head-  wider  variety  of  PC  platforms. 


quarters’  client/ server  systems.  It’s  also  installed  in 


And  OS/2  Warp  is  a  real  communicator. 


our  900  dealerships.  •I?  one  m 

But  until  now,  we  THEY  really  need 

haven’t  been  able  to  get  ON  Yhe  ROAD. 


With  fax,  Internet 
e-mail,  and  desktop 
conferencing,  there 


OS/2  everywhere  we  need  it  -  on  laptops  in  the  isn’t  an  easier  way  to  keep  those  out  on  the 


field.  OS/2  Warp  changes  all  that.”  OS/2  Warp 
is  the  32-bit,  multitasking,  Windows  "-friendly  way 
to  run  a  computer.  With  simple  installation  and 


A  toolbar  gets  users  into  their  applications  quickly  and  easily. 


road  in  the  loop. 

OS/2  Warp  also  offers  Mike  Anzis  rock-solid 
reliability.  “I  know  from  years  of  experience  with 
OS/2,  I  can  trust  it  to  keep  performing.  Now  I  can 
enjoy  this  peace  of  mind  at  every  level.” 

OS/2  Warp  is  available  for  under  $90.  To  get 


proven  reliability,  OS/2  Warp  is  a  total  computing  warped,  stop  by  your  local  software  dealer,  or  call 


solution  that  performs  ruggedly  at  every  level. 


1  800  3  IBM-OS2.  Ask  for  a  free  demo  disk. 


The  new  32-bit,  m  d  crash-protected 

Windowlf taSkin&  multimedia’  Internet'aCC'  Computer-  OS/2’ 

ttendly,  totally  cool  way  to  run  y°UI 


OS/2  Warp  is  available  from  your  software  dealer.  Its  also  available  from  IBM  for  $89  by  calling  1  800  3  IBM-OS2. 

Reseller  prices  may  vary.  OS/2  Warp  consists  of  OS/2  version  3  and  BonusPak.  IBM,  Operating  System/2  and  OS/2  are  registered  trademarks  of  the  International  Business 
Machines  Corporation.  Crash  Protection  and  the  OS/2  logo  are  trademarks  of  IBM.  Windows  is  a  trademark  of  Microsoft  Corporation.  ©1994  IBM  Corp.  All  rights  reserved. 


ance  fees  and  interim  rent.  These  can 
add  significantly  to  the  bottom  line. 

Payment  schedule:  In  most  cases, 
it  is  better  for  your  cash  flow  to 
schedule  payments  at  the  end  rather 
than  the  beginning  of  the  month  so 
that  you  can  keep  the  cash  in  your  ac¬ 
counts  for  an  extra  30  days. 

Maintenance  service:  The  lessor 
should  be  able  to  handle  all  repairs 
and  upgrades,  but  the  option  of  whose 
service  to  use  should  be  yours. 

Terms  and  conditions:  Each  item 
relates  to  the  entire  contract  and 
should  be  viewed  in  that  context. 
Your  rights  should  be  spelled  out 
clearly.  Here  are  some  major  terms 
and  conditions  that  are  important  to 
understand: 

■  Who  receives  the  warranty  benefits 
included  in  the  equipment’s  purchas¬ 
ing  agreement?  Preferably,  you  do — 
just  as  if  you  had  purchased  the  equip¬ 
ment  outright.  Also,  you  will  want  to 
be  listed  as  the  licensee  of  any  soft¬ 
ware  that  is  financed  under  the  lease. 
That  way,  you  get  all  the  benefits  of 
ownership,  such  as  notification  of  up¬ 
grades  and  access  to  help  lines. 

■  Who  pays  the  casualty  insurance 
premiums  on  the  equipment?  How 
great  is  your  exposure  (the  de¬ 
ductible)?  How  are  losses  calculated? 
A  stipulated  loss  table  can  force  you 
to  pay  more  than  the  equipment  is 
worth.  Furthermore,  if  you  have  to 
pay  the  stipulated  loss  amount  before 
your  insurance  company  reimburses 
you,  it  can  have  a  crippling  effect.  Are 
lease  payments  and  insurance  premi¬ 
ums  suspended  during  loss  periods? 
Make  sure  you  know  the  answers  to 
these  questions  before  a  loss  occurs. 

■  What  rights  do  you  have  with  re¬ 
gard  to  upgrading?  Chances  are,  you 
will  want  to  improve  your  system’s 
speed,  functions,  memory  and  soft¬ 
ware  sometime  during  the  life  of 
your  lease.  Does  your  agreement  al¬ 
low  you  to  pursue  upgrades  and  fi¬ 
nance  them  from  any  source,  or  must 
you  deal  exclusively  with  the  original 
lessor?  Do  you  need  the  lessor’s  per¬ 
mission  to  upgrade  the  equipment  or 
software?  Who  controls  the  upgrades 
at  the  end  of  the  lease? 

■  What  is  required  if  you  wish  to  sub¬ 
lease  the  computer  system  to  another 


end  user?  Must  approval  for  a  sub¬ 
lease  be  obtained  from  any  party  oth¬ 
er  than  the  lessor? 

■  If  the  lessor  assigns  (sells)  the 
lease  to  another  leasing  company, 
are  the  lessor’s  obligations  to  you 


The  terms  and  conditions 
of  your  contract — and  how 
they  are  worded — can 
greatly  affect  the 
ultimate  cost. 


also  transferred?  If  not,  you  lose 
important  guarantees.  In  particular, 
ensure  that  any  assignee  is  bound  to 
your  right  of  undisturbed  use  or 
“quiet  enjoyment.” 

■  What  are  your  rights  at  the  end  of 
the  lease?  A  fair-market-value  pur¬ 
chase  option  is  a  must;  it  ensures 
that  you  have  the  opportunity  to 
purchase  the  original  leased  equip¬ 
ment — not  a  substitute — at  a  fair 
price.  In  addition,  whenever  you  de¬ 
sire  to  modify  the  equipment  during 
the  course  of  the  lease  or  change  the 
length  of  the  lease,  it  attracts  com¬ 
petitive  financing  in  anticipation  that 
you  will  exercise  your  right  to  pur¬ 
chase  the  equipment. 

■  Is  your  lessor  required  to  alert  you 
when  your  lease  approaches  expira¬ 
tion  and  to  explain  available  extension 
and  purchase  options  and  prices?  Be¬ 
fore  you  sign  a  lease,  get  a  clear  pic¬ 
ture  of  the  consequences  if  you  miss  a 
decision  deadline.  The  lessor  should 
have  clear  title  to  the  equipment  so 
that  you  can  renew  the  lease  or  pur¬ 
chase  the  equipment  easily.  In  addi¬ 
tion,  you  should  have  the  option  to  ex¬ 
tend  the  lease  day  by  day  or  month  by 
month,  for  individual  items  as  well  as 
for  the  complete  schedule.  Costs 
should  be  spelled  out  thoroughly. 

It  is  also  important  to  be  wary  of 
any  “conditional”  terms  because 
they  effectively  negate  your  rights. 
They  can  also  reduce  the  opportunity 
for  attracting  meaningful  competition 


if  you  want  to  upgrade  your  equip¬ 
ment  or  renew  your  lease.  There¬ 
fore,  avoid  contract  language  that 
locks  out  competition  for  upgrades 
and  upgrade  financing  or  you  may 
end  up  paying  a  higher  price.  Condi¬ 
tions  that  limit  competition  include 
the  lessor’s  right  of  last  refusal  on 
upgrades,  modifications  or  subleases 
and  the  lessor’s  right  to  substitute 
equipment  at  the  end  of  the  lease. 

Be  especially  wary  of  conditional 
phrases  that  give  control  to  the  lessor. 
A  partial  list  of  such  phrases  includes 
“upon  lessor’s  prior  written  consent,” 
“lessor  may,”  “lessor  shall  have,”  or 
“at  lessor’s  option,”  “at  lessor’s 
sole  discretion”  and  “in  lessor’s 
sole  judgment.”  Obviously,  terms  that 
tend  to  contradict  the  above,  such  as 
“lessor  shall  not”  and  “at  the  lessee’s 
sole  discretion,”  are  desirable,  be¬ 
cause  they  give  you  more  control 
over  your  leasing  arrangement.  Oth¬ 
er  conditional  terms  that  you  should 
avoid  are  “subject  to,”  “if,”  “provided 
that,”  “so  long  as”  and  any  others  that 
tend  to  limit  the  lessor’s  responsibili¬ 
ties  or  your  rights.  Remember:  A 
right  subject  to  certain  conditions  may 
be  no  right  at  all. 

Obviously,  negotiating  a  contract 
involves  a  fair  amount  of  give  and  take 
by  both  parties.  The  guidelines  listed 
in  this  article  should  help  you  reach 
an  agreement  that  serves  your  best 
interests.  Lessors,  as  well  as  lessees, 
must  ensure  that  certain  obligations 
and  responsibilities  are  agreed  to.  The 
lessor  needs  its  asset  properly  main¬ 
tained  since  it  is  collateral;  it  also 
wants  the  same  asset  returned  as  was 
originally  leased.  The  lessee  wants 
undisturbed  use  of  the  equipment  and 
the  rights  to  purchase  and/or  com¬ 
petitively  upgrade  the  equipment. 
Be  prepared  to  make  some  conces¬ 
sions,  but  remain  firm  on  those  as¬ 
pects  that  matter  the  most  to  you. 

Remember,  a  well-negotiated  and 
properly  executed  leasing  agreement 
is  a  win-win  situation  for  lessor  and 
lessee.  Ena 


John  E.  Callies  is  general  manager  of 
end-user  customer  financing  for  IBM 
Credit  Corp.,  headquartered  in  Stam¬ 
ford,  Conn. 
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Yes  □  Send  me  the  SCO  Directory. 

A  diskette  with  thousands  of  Business  Critical  Applications. 


Company  Name 

Contact  Name 

Title 

Address 

City 

State 

ZCd  bCU 

Phone 

Fax 

IT'S  BUSINESS  CRITICAL.  IT'S  SCO, 

BUSINESS  REPLY  MAIL 

FIRST  CLASS  MAIL  PERMIT  N0.3  SANTA  CRUZ,  CA 

POSTAGE  WILL  BE  PAID  BY  ADDRESSEE 

THE  SANTA  CRUZ  OPERATION,  INC. 

Attn:  Heather  Crossley 
Americas  Marketing 
400  Encinal  Street 
RO.  Box  1 900 

Santa  Cruz,  CA  9506 1  -9969 


RIGHT  NOW,  A  BUSINESS  CRITICAL  SERVER  IS  HELPING  A 


MAJOR  GROCER  KNOW  A  LOT  ABOUT  ALL  THEIR  CUSTOMERS, 


WHAT  DAY  THEY'LL  BE  COMING  TO  SHOP, 


HOW  MUCH 


THEY'LL  PROBABLY  SPEND,  THE  KIND  OF  ICE  CREAM  THEY 


THE  TYPE  OF  COUPON  PROMOS  TO  TAILOR  FOR  EACH 


LIKE, 


CUSTOMER,  [  KNOWING  WHEN  A  CUSTOMER  GETS  A  FREE 


BIRTHDAY  CAKE,  -M  AND  THAT  THEY'LL  BE  BACK.  AGAIN  AND 


AGAIN. Hi  COULD  THIS  GROCER  BE  CHECKING  YOUR  CUSTOMERS  OUT? 


AT  SCO,  WE  KNOW  IT'S  A  TOUGH,  COMPETITIVE  WORLD  OUT  THERE.  THAT'S  WHY  WE  HAVE  BUILT  ONE  OF  THE  FIRST 
AFFORDABLE  BUSINESS  CRITICAL  SERVERS  DESIGNED  TO  SUPPORT  THE  MILLIONS  OF  TRANSACTION-BASED  FUNCTIONS  CRITICAL 
TO  YOUR  BUSINESS.  THOUSANDS  OF  OUR  CUSTOMERS  HAVE  ALREADY  PROVEN  OUR  SERVER  SOFTWARE  IS  RELIABLE, 
SCALABLE,  EASILY  REPLICATED,  CAN  BE  ACCESSED  REMOTELY  FROM  ANYWHERE,  AND  WORKS  ON  THE  PLATFORMS  THEY 
ALREADY  HAVE,  TODAY.  TO  FIND  OUT  MORE  ABOUT  THE  SCO  BUSINESS  CRITICAL  SERVER  SOFTWARE,  CALL  800-726-9738. 


SCO 

IT'S  BUSINESS  CRITICAL.  IT'S  SCO. 


AWARDS 


What’s  Inside: 


Garage  Sales 

By  integrating  back-office  func¬ 
tions  and  pushing  financial  and 
demographic  information  out  to 
the  front  lines,  this  manager  of 
parking  facilities  has  improved 
customer  service  and  saved 
millions  in  administrative  costs. 

PAGE  30 


Harvest 

Season 


Making  Them  Pay 

An  automatic  billing  and  accounts 
receivable  system  has  brought  in 
$120  million  that  would  have  gone 
uncollected,  helping  Massachu¬ 
setts  erase  a  daunting  deficit. 

PAGE  36 

The  Soul  of  a  New 
Machine  Seller 

Three  years  ago,  computer 
distributor  PCs  Compleat  built 
itself  around  an  enterprisewide 
information  system  that  would 
distinguish  it  from  its  competitors 
and  ensure  its  success. 

PAGE  42 

Satisfying  the  Inn  Crowd 

A  sophisticated  central  reserva¬ 
tion  system  gave  Hyatt  Hotels 
major  new  staying  power. 

PAGE  46 

On  the  Road  Again 

By  giving  service  shops  easy 
access  to  its  mainframe, 
Caterpillar’s  Engine  Division 
preserved  its  good  name. 

PAGE  50 

A  Seasoned  Performer 

The  venerable  retailer’s  bid  to 
recoup  its  fortunes  includes 
a  system  that  overhauls  the 
management  of  highly  profitable 
seasonal  merchandise. 

PAGE  56 
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The  ESPRIT  Award 


INTRO 


U  C  T  I 


C 


honoreesfor  1994 
have  shown  how 
the  seeds  of  business 
change  can  be  sown 
in  a  system 


Three  years  ago,  CIO  issued  a  call 
for  submissions  from  companies 
that  had  achieved  and  could  docu¬ 
ment  real  return  on  investment 
from  information  technology.  We 
hoped  to  provide  readers  with  ex¬ 
amples  of  companies  where  suc¬ 
cessful  systems  had  delivered  both  busi¬ 
ness  value  and  hard-number  ROI. 


While  such  companies  are  amply 
rewarded  by  the  improvements  in 
their  balance  sheets,  we  thought 
their  accomplishments  deserved 
further  recognition.  So,  together 
with  management  consultancy 
Booz-Allen  &  Hamilton,  we  creat¬ 
ed  the  ESPRIT  Awards,  honoring 
companies  for  excellence  in  strate¬ 
gic  partnering  for  return  from  in¬ 
formation  technology. 

The  distinguished  1994  ESPRIT 
Award  honorees  seem  bent  upon 
transformation  (with  the  recent 
convening  of  the  newly  reengi¬ 
neered  U.S.  Congress,  who  are  we 
to  try  to  resist  the  heady  theme 
of  change?).  This  year’s  recipients 
have  at  least  this  much  in  common: 
They  have  each  created  a  system 
whose  key  attribute  is  the  power 
to  transform  their  organization’s 
standing  in  its  marketplace. 

In  the  case  of  PCs  Compleat  Inc. 
(Page  42),  the  nominated  system 
was  nothing  less  than  the  company 
in  a  nutshell — a  startup’s  ante  into 
the  mail-order  PC  game.  In  its  rela¬ 
tively  short  history,  PCs  Compleat 
has  managed  to  grow  at  a  rapid 
pace  while  also  setting  new  cus¬ 
tomer-service  benchmarks,  raising 


the  competitive  bar  for  the  mail-or¬ 
der  PC  industry. 

Parking-lot  operator  APCOA 
Inc.  (Page  30),  which  dominates 
the  airport-parking  business,  has 
applied  industry-leading  technolo¬ 
gy  to  help  position  itself  for  promis¬ 
ing  new  business  opportunities.- 

Not  all  such  business  transfor¬ 
mations  spring  from  palmy  posi¬ 
tions  of  advantage  or  robust 
health.  Kmart  Corp.  (Page  56), 
which  is  in  the  midst  of  a  painful 
downsizing  campaign,  is  hoping  to 
leverage  its  seasonal-merchandise 
management  system  to  bolster 
market  share  and  profitability. 
Price  promotions  targeted  at  the 
level  of  individual  stores  translate 
into  heftier  margins  on  traditional¬ 
ly  high-profit  seasonal  items.  The 
Commonwealth  of  Massachusetts 
(Page  36),  never  before  a  bastion 
of  progressive  application-devel¬ 
opment  methodology,  staunched  a 
hemorrhage  of  non-tax  revenues 
by  knitting  together  on  a  single 
system  scores  of  hitherto  disunit¬ 
ed  agencies.  In  the  process,  it  cre¬ 
ated  a  systems-development  part¬ 
nership  framework  that  has  been 
propagated  to  other  state  IT  pro 
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ILLUSTRATION  BY  TF.RRY  ALLEN 


Deciding 

Factors 

The  judges  based  their 
decisions  on  the 
following  criteria 

The  Importance  of  Technology 
to  Achieving  Results 

The  judges  looked  at  whether  the 
business  need  could  have  been 
satisfied  without  the  system  — 
was  it  the  only  way  to  get  the  job 
done,  the  easiest  way,  or  were 
there  equally  effective  alterna¬ 
tives? 

The  Pervasiveness  of 
Technology  in  the  Solution 

How  much  of  the  overall  process 
was  touched  by  the  technology? 
Did  the  nominees  automate  a 
small  but  critical  component,  or 
was  the  system  used  in  all  parts 
of  the  process? 

Strategic  Partnering 

The  judges  tried  to  reward  true 
partnering,  where  the  user  and 
technology  communities  were 
fused  at  the  hip  throughout  the 
process  so  that  each  could  bring 
its  best  to  the  endeavor. 

Return  on  Investment 

Relative  ROI  among  the  finalists 
was  not  a  big  factor  in  selecting 
the  winners.  Although  showing 
significant  ROI  was  critical  to 
making  the  first  cut,  by  the  final 
stage  it  was  considered  a  given. 


jects.  And  Caterpillar  Inc.  (Page  50) 
redeemed  a  sagging  reputation  among 
truck-engine  dealerships  by  offering 
them  a  system  that  dramatically  over¬ 
hauled  Cat’s  cumbersome  warranty- 
claims  processing  procedures.  (The 
developers  also  sweetened  the  pot 
by  adding  slick  engine-diagnostic 
features  to  the  system.)  The  result? 
Independent  dealers  are  now  able  to 
collect  more  quickly  and  easily  on 
warranty  claims  and,  not  coinciden¬ 
tally,  are  more  aggressively  selling 
Cat  products. 

In  the  final  case,  the  IT-rich  just 
keep  getting  richer.  Hyatt  Hotels 
Corp.  (Page  46)  is  so  pleased  with  the 
results  of  its  richly  extended  central 
reservation  system  that  it’s  turning 
around  and  selling  a  version  of  it  to 
other  hotel  chains. 

Because  these  companies’  busi¬ 
ness  capabilities  and  the  tech¬ 
nology  that  enables  them  have 
grown  together,  the  results 
have  been  high  return  and  high 
value.  This  was  made  possible 
through  partnerships  between  IS  and 
the  business  units.  Such  collabora¬ 
tions  worked  best  when  the  partner¬ 
ships  began  early  in  the  process, 
with  a  general  discussion  of  what  the 
business  side  wanted  and  needed  and 
what  technological  capabilities  IS 
could  provide. 

Booz-Allen  assumed  the  responsi¬ 
bility  of  examining  the  nominated 
systems’  strategic  value  to  their  or¬ 
ganizations  and  their  ability  to  deliver 
significant  ROI.  After  an  initial  win¬ 
nowing,  teams  of  analysts  began  go¬ 
ing  through  the  applications  in  detail. 
Their  objective  was  to  learn  what 
each  system  was  doing  and  to  verify 
that  the  benefits  claimed  could  be  di¬ 
rectly  attributed  to  the  system  and 
that  the  costs  were  fully  reported. 
The  teams  then  conducted  on-site 
meetings  with  the  applicants  and  oth¬ 
ers  involved  in  developing,  imple¬ 
menting  and  using  the  systems.  They 
also  observed  the  systems  in  action 
to  determine  their  impact  on  the 
business. 

After  the  site  visits  were  conclud¬ 
ed,  the  teams  presented  their  cases 
to  one  another  and  to  Booz-Allen  ex- 


The  Judges 

Richard  Arns 
Executive  Director 

Chicago  Research  & 
Planning  Group 

Carolyn  A.  Boyle 
Senior  Vice  President 

CNA  Insurance  Companies 

Jeffrey  H.  Moore 
Assistant  Dean  for  Computer 
and  Information  Systems 

Stanford  University  Graduate 
School  of  Business 

Anthony  V.  Salvati 
President 

Mercantile  Technologies 
Mercantile  Bancorporation  Inc. 

Don  Saulic 
Vice  President 

Budget  Rent-A-Car 


ecutives.  Finally,  they  delivered  posi¬ 
tioning  statements,  along  with  their 
notes  and  the  original  applications,  to 
a  panel  of  distinguished  judges  (see 
above). 

The  judges  spent  a  day  together  in 
Chicago  evaluating  and  discussing 
the  material,  asking  tough  questions 
of  Booz-Allen  executives  and  debat¬ 
ing  each  system’s  value  (see  box  for 
a  description  of  the  criteria).  They 
reached  full  agreement  on  the  six 
winners  by  the  end  of  the  day. 

We  applaud  our  1994  ESPRIT 
Award  recipients  and  all  the  nomi¬ 
nees  who  participated  in  the  process. 
We  hope  that,  from  their  example, 
others  will  learn  the  value  of  teaming 
IS  with  business  to  further  their  or¬ 
ganizations’  goals. 

-Marcia  Blumenthal 
Editor  in  Chief,  CIO 

-Martin  E.  Silverman 
Vice  President, 
Booz-Allen  &  Hamilton 
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Technical  Profile 


Hardware:  IBM  AS/400 
Model  B70  networked  to 
local  terminals  and  remote 
PC  workstations. 

Software:  The  system  runs 
proprietary  APCOA  property- 
management  software  as  well 
as  a  financial  suite  of  accounts 
payable  and  receivable,  fixed 
assets,  general  ledger  and 
payroll /personnel  from 
Software  2000. 

Networking /Communications: 
Remote  locations  connect  via 
MCI  private  lines  and  switched 
800  dial  lines  and  use  IBM’s 
OfficeVision  /400  for  E-mail 
and  file  transfer. 


STUELPE,  LANGES 
and  CELEBREZZE 

(left  to  right):  APCOA’ s 
new  system  supports 
rapid  growth  while 
keeping  overhead  costs 
in  check. 


Garage 

Sates 

By  integrating  back-office  functions  and  pushing 
financial  and  demographic  information  out  to 
the  front  lines,  this  manager  of  parking  facilities 
has  improved  customer  service  and  saved 
millions  in  administrative  costs 

BY  CAROL  HILDEBRAND 
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On  the  face  of  it,  running  a 
parking  lot  looks  like  a  pretty 
simple  operation.  You  wave 
motorists  into  the  appropri¬ 
ate  spots  and  take  their  mon¬ 
ey.  But  when  you’re  a  $350 
million  company  collecting  fees  at 
390  sites  across  38  states,  you  can 
wind  up  with  an  awful  lot  of  dollar 
bills  overflowing  the  tills.  And  if 
you  want  your  business  to  be  suc¬ 
cessful,  all  those  greenbacks  have 
to  be  turned  into  monthly  revenue 
reports  supported  by  legal  man¬ 
agement  contracts. 

At  APCOA  Inc.,  the  nation’s 
largest  operator  of  parking  facili¬ 
ties,  a  paper-based  data-distribu- 
tion  process  proved  to  be  one  of 
the  chief  barriers  to  efficient  man¬ 
agement.  Both  field  and  corporate 
executives  were  frustrated  by 
their  inability  to  shuttle  business 
data  quickly  and  effectively  across 
the  company.  Excessive  paper¬ 
work  forced  APCOA  to  hire  a  new 
administrator  for  every  10  parking 
sites  it  acquired.  Worst  of  all,  this 
informational  bottleneck  ultimate¬ 
ly  manifested  itself  in  lower  cus¬ 
tomer-satisfaction  ratings. 

So  five  years  ago,  APCOA  be¬ 
gan  to  use  distributed  technology 
to  create  a  two-pronged  manage¬ 
ment  system  integrating  back-of¬ 
fice  functions  while  pushing  valu¬ 
able  financial  and  demographic 
information  out  to  the  front  lines. 
Not  only  do  managers  make  faster, 
more-informed  decisions,  but  the 
system  has  paid  back  its  $4.4  mil¬ 
lion  price  more  than  twice  over,  in¬ 
cluding  more  than  $2  million  saved 
in  administrative  costs. 

The  firm’s  systems  overhaul 
grew  out  of  the  need  to  cut 
overhead  costs  and  improve 
customer  service.  Increased 
competition  in  the  late  1980s 
and  early  ’90s  was  cutting 
into  the  company’s  profit  margins. 
Around  the  same  time,  President 
and  CEO  G.  Walter  Stuelpe  Jr. 
commissioned  a  survey  to  gauge 
customer  satisfaction.  While  AP- 
COA’s  customers  are  a  varied  lot, 
the  message  they  sent  was  consis¬ 


tent.  “We  did  not  rate  high  in 
terms  of  good  customer  relations,” 
Stuelpe  says.  For  example,  clients 
received  incomplete  monthly  bills, 
with  revisions  tacked  onto  the  fol¬ 
lowing  month’s  bill,  complicating 
their  bookkeeping. 

So,  Stuelpe  put  together  a 
strategic-planning  team  of  corpo¬ 
rate  executives,  field  managers  and 
IS  staff,  who  met  over  six  months 
to  hash  out  a  better  ser¬ 
vice  strategy.  The  team 
decided  that  field  em¬ 
ployees  would  provide 
better  customer  service 
if  they  were  given  the  au¬ 
tonomy  and  authority  to 
make  decisions  on  the 
spot.  There  was,  howev¬ 
er,  a  major  hurdle.  Re¬ 
gional  workers  could  not 
make  informed  and  inde¬ 
pendent  decisions  with¬ 
out  easy  access  to  busi¬ 
ness  data,  and  APCOA’s 
antiquated  information- 
distribution  process  did  not  dis¬ 
pense  information  with  dispatch. 

APCOA  meted  out  all  its  busi¬ 
ness  data  from  company  headquar¬ 
ters.  Information  from  the  account¬ 
ing,  payroll  and  legal  departments, 
revenue-collection  data,  and  what 
technology  chief  Paul  Langes  calls 
“a  rudimentary  database”  used  for 
contract-  and  location-manage¬ 
ment  all  resided  on  an  aging  Hon¬ 
eywell  system  at  the  home  office. 
Queries  from  the  field  netted  slow, 
paper-based  responses.  For  exam¬ 
ple,  if  an  office  manager  in  New 
Orleans  had  a  budget  question,  she 
had  to  call  someone  in  the  account¬ 
ing  department  in  Cleveland,  who 
would  then  have  to  research  and 
mail  out  a  hard-copy  answer. 
“Needless  to  say,  the  response 
time  was  very  slow — up  to  a 
week,”  Stuelpe  says. 

The  centralized  structure  also 
overloaded  the  balance  sheet  with 
redundant  administrative  costs, 
says  APCOA’s  chief  financial  offi¬ 
cer,  Michael  Celebrezze.  Many  re¬ 
gional  locations  created  standalone 
budget  reports  on  PC -based  spread¬ 
sheets  and  mailed  paper  copies  of 


the  reports  back  to  headquarters, 
where  the  information  was  reen¬ 
tered  by  administrative  staff.  This 
led  to  a  big  Celebrezze  irritant:  the 
one-administrator-for-every- 10- 
locations  ratio.  “We  wanted  to  be 
able  to  grow  our  portfolio  [of  sites] 
without  having  to  grow  our  infra¬ 
structure,”  he  says. 

For  this  to  happen,  however,  cor¬ 
porate  data  could  not  stay  seques¬ 


tered  at  the  home  office.  Stuelpe’s 
team  felt  sure  that  a  significant  in¬ 
vestment  in  a  new  distributed  sys¬ 
tem  was  the  best  way  to  dissemi¬ 
nate  information  and  support 
quick  decisions.  Besides,  says 
Stuelpe,  “with  our  geographical 
spread,  we  didn’t  have  many  alter¬ 
natives.” 

The  team  envisioned  a  system 
that  would  integrate  every  facet  of 
the  business,  from  location  man¬ 
agement  to  word  processing.  In 
1989,  Langes,  director  of  systems 
and  technology,  set  up  a  two-year 
planning  and  implementation 
schedule  with  the  help  of  consul¬ 
tants  from  Ernst  &  Young. 

After  choosing  an  IBM  AS/400 
platform  for  its  expandability 
and  wide  variety  of  packaged 
software,  Langes’  group 
fielded  a  committee  of  IS 
staff  and  end  users  to  choose 
a  mixture  of  packaged  office  appli¬ 
cations  and  custom-built  facilities- 
management  software.  Langes 
phased  in  the  system  starting  with 
a  suite  of  financial  applications, 
word  processing  and  E-mail.  (Re- 


APCOA  BEGAN  TO  USE 
distributed  technology  to 
create  a  two-pronged 
management  system 
integrating  back-office 
functions  while  pushing 
valuable  financial  and 
demographic  information 
out  to  the  front  lines. 
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APCOA 

The  Bottom  Line 


Quantifying 
IT  Expenditures 

Investment  in  Thousands 

■  Technology  purchases 
H  System  development  and  maintenance 


1990 

$1,168 

$1,343 1 

1991 

|  $157 

$676 

1992 

|  $126  $446 

1993 

|  $34  $127 

1994 

$35  $106 

1995 

|  $35  $110 

Total  Cumulative  Investment 


Measuring 

Administrative  Returns 


Gross  Return*  in  Millions 

$2.77 


1991  1992  1993  1994  1995 

*  Returns  accrued  from  reducing  administrative 
costs.  Revenue  enhancements  were  also 
realized,  but  not  quantified.  Figures 
not  available  for  1990. 


Total  Cumulative  Return 


-7- 


gional  locations  accessed  the  system 
through  PCs  with  direct  lines.) 

The  team  then  implemented  a  va¬ 
riety  of  custom  applications.  These 
hang  off  the  company’s  location-man¬ 
agement  system,  a  central  database 
housing  demographic  information — 
addresses,  contact  names,  site-spe¬ 
cific  banking  and  insurance  informa¬ 
tion,  and  information  on  related 
locations — for  all  APCOA  proper¬ 
ties.  Employees  also  track,  audit  and 
report  revenue  collected  at  each  site 
and  maintain  a  database  of  contract 
information  needed  to  produce  pro¬ 
posals,  client  statements  and  re¬ 
ports. 

The  benefits  were  immediate,  says 
Langes.  Instead  of  rooting  through 
filing  cabinets  for,  say,  profit-and-loss 
figures,  remote  managers  can  access 
online  financial  information  within 
minutes.  And  since  each  location 
draws  upon  the  same  set  of  data  to 
generate  reports,  the  quality  of  those 
reports  has  become  much  more  con¬ 
sistent. 

Business  information  such  as  rev¬ 
enue  statements  is  now  entered  into 
the  system  at  regional  locations  and 
uploaded  to  corporate  headquarters, 
eliminating  redundant  administrative 
work.  Celebrezze  says  the  new  sys¬ 
tem  has  enabled  the  company  to  cut 
29  administrative  positions,  mostly 
through  attrition.  More  important,  he 
says,  APCOA  can  now  acquire  new 
properties  without  excessive  over¬ 
head  costs.  Instead  of  a  new  adminis¬ 
trative  position  for  every  10  loca¬ 
tions,  the  ratio  is  now  l-to-30  or 
l-to-40. 

Langes  and  his  team  did  not  work 
their  way  through  the  multiyear  proj¬ 
ect  without  a  hitch,  however.  In  spite 
of  the  obvious  benefits,  many  pro¬ 
spective  users  were  wary  of  change, 
according  to  George  Havens,  a  Cleve¬ 
land-based  consultant  who  helped 
develop  the  strategic  plan.  “There 
was  resistance  and  confusion,”  says 
Havens.  “Some  users  viewed  it  as 
the  latest  management  fad.  Manage¬ 
ment  had  to  convince  them  that  this 
plan  was  for  real.” 

Clyde  Wilson,  president  of  urban 
property  south,  was  among  the  un¬ 
convinced.  “We  were  from  the 


field  and  thought  we  knew  every¬ 
thing,  and  we  thought,  ‘It’s  never  go¬ 
ing  to  work,’  ”  he  says.  Now,  however, 
Wilson  and  his  business  manager,  Ce¬ 
line  Garman,  are  two  of  the  system’s 
biggest  boosters.  Wilson  credits  much 
of  the  project’s  success  to  Langes’ 
ability  to  understand  users’  needs 
and  communicate  them  to  his  staff 
during  the  system-design  process. 
Rather  than  just  take  information, 
disappear  and  then  toss  a  system 
back  over  the  departmental  wall, 

“WE  WANTED 
to  be  able  to 
grow  our  portfolio 
of  sites  without 
having  to  grow 
our  infrastructure.” 

-Michael  Celebrezze 


says  Wilson,  “he  communicated  with 
us  every  step  of  the  way.”  Conse¬ 
quently,  users  got  a  system  that  actu¬ 
ally  delivers  what  they  need. 

For  example,  Garman  says  it  has 
saved  her  hours  of  clerical  work  that 
has  been  farmed  out  to  the  individual 
parking  sites.  And  Wilson  only  needs 
to  think  back  a  few  hours  to  demon¬ 
strate  how  much  the  system  has 
eased  his  life.  “I  was  working  on  a 
contract  [this  morning],  passing  it 
back  and  forth  online  to  the  legal  de¬ 
partment  for  changes,”  he  says.  “The 
last  changes  were  made  a  couple  of 
hours  ago,  and  it’s  done  now.  Before, 
that  document  would  have  taken  five 
or  six  series  of  FedEx  shipments  to 
get  done.  It’s  almost  like  they’re 
around  the  corner  from  us.” 

Such  streamlined  working  pro¬ 
cesses  can  only  help  APCOA  trans¬ 
late  this  system  into  a  positive  com¬ 
petitive  advantage,  Wilson  says.  “I’ve 
been  in  the  parking  business  for  16 
years,  and  I  know  that  the  competi¬ 
tion  doesn’t  have  anything  that’s 
even  close  to  this.”  BE] 
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for  EIS  and  Beyond 


SAS  Institute  Inc. 
Phone  919-677-8200 
®  Fax  919-677-8123 


&&S2.  CftAfHi  -wc**  .csec  .car- abilj 


The  world’s  leading  infor¬ 
mation  delivery  system 
provides  easily  customized 
menus.  Decision  makers  at 
every  level  can  drill  down 
through  your  vast  informa¬ 
tion  reservoir,  determine  q  q 
critical  success  factors, 
forecast  trends,  and  more.  % 
Himdreds  of  applications  % 
for  analyzing  data  and  for  • 
generating  reports  are 
right  at  your  fingertips. 

Q 

% 

% 

% _ 


Sales  Activities 


%%% 


The  SAS  System’s  exclusive 
MultiVendor  Architecture™  means 
you  can  share  data  and  applications 
(or  parts  of  applications)  across 
all  your  hardware.  Applications  run 
where  it  makes  most  sense  to  run 
them . . .  allowing  you  to  maximize 
use  of  all  your  computing  resources 
while  protecting  your  existing 
applications  investment. 

Call  us  today  at  919-677-8200  for 
a  free  video,  plus  details  about  a  free 
software  evaluation. 


The  SAS®  System  is  a  new  concept 
in  client/server  software.  It 
delivers  mission-critical  data  to  the 
desktops  of  every  decision  maker . . . 
and  then  lets  you  turn  data  into  mean¬ 
ingful  information.  Your  servers  not 
only  dole  out  your  data  but  serve  up 
compute  resources  as  well.  Millions  of 
records  can  be  summarized,  and  just 
the  results  delivered  to  the  desktop. 


OpenVMS. 

When  not 
working  is  not 

an  option. 


When  it  comes  to  functions  that  are 
critical  to  the  lifeblood  of  their 
companies,  over  10  million  Digital 
users  rely  on  our  OpenVMS™ 
Client/Server  environment. 

No  other  operating  system  can 
beat  the  clustering  features  of 
OpenVMS  for  data  integrity  and 
security.  No  mainframe  can  match 
its  scalability  and  high  availability. 
With  OpenVMS,  your  data  is  safe, 
secure  and  always  there. 


And  because  it  complies  with 
industry  standards,  like  those  from 
X/Open,  you  can  choose  from 
thousands  of  OpenVMS  applica¬ 
tions— or  customize  your  own. 

It’s  also  an  ideal  platform  for 
integrating  virtually  all  your  hard¬ 
ware  and  software. 

In  fact,  a  recent  IDC  survey 
found  that  OpenVMS  users  are 
implementing  Client/Server  multi¬ 
vendor  integration  faster  than  users 
of  IBM®  MVS,®  OS/400®  or  UNIX? 


Not  only  that,  but  OpenVMS 
runs  on  Digital’s  blazingly  fast  64- 
bit  AlphaServer™  and  AlphaStation™ 
families,  the  same  flexible  systems 
that  also  run  DEC  OSF/l®UNIX® 
and  Windows  NTT.M  With  Alpha, 
OpenVMS  is  setting  new  industry 
records  for  price/performance.  So, 
OpenVMS  is  not  only  a  safe  invest¬ 
ment,  but  a  smart  one  too. 

Call  your  Digital  Business  Partner, 

1 -800-DIGITAL,  or  reach  us  via  our 
Internet  address:  moreinfo@digital.com. 


J  KG  ODigital  Equipment  Corporation,  1995.  Digital,  the  Digital  logo,  OpenVMS,  AlphaServer  and  AlphaStation  are  trademarks  of  Digital  Equipment  Corporation.  OSF/1  is  a  registered  trademark  of  Open  Software  Foundation,  Inc.  UNIX  is  a  registered  trademark  licensed  exclusively  by 
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X  Open  Company,  Ltd.  Windows  NT  is  a  trademark  of  Microsoft  Corporation  IBM  MVS  and  05/400  are  registered  trademarks  of  International  Business  Machines  Corporation 


AWARDS 


Tech  n  ic  a  I  Profile 


Software:  Development  tools 
including  Intersolv  Inc.’s 
Excelerator  II  CASE  tool;  coding 
done  on  PCs  with  Software  AG 
of  North  America  Inc.’s  Natural 
and  Micro  Focus  Inc.’s  Micro 
Focus  Cobol;  American 
Management  Systems  Inc.’s 
proprietary  middleware  CORE 
is  the  interface  layer. 

Hardware:  Hitachi  Data  Sys¬ 
tems  Corp.  XL  100  mainframe; 
2,000  attached  PCs  and  3270- 
emulation  terminals;  began 
migration  to  client/server  at 
the  end  of  1994. 

Architecture:  Software  AG 
ADABAS  mainframe  database; 
statewide  communication  via 
Systems  Network  Architecture 
gateways  and  dedicated  and 
dial-up  lines;  statewide  network¬ 
ing  software  from  Banyan 
Systems  Inc.;  departmental 
networking  from  Novell  Inc. 


KILMARTIN  (left)  and 
FLYNN  set  the  standard 
for  future  IT  projects 
in  Massachusetts  with 
a  collection  system 
their  departments 
co-developed. 


COMMONWEALTH  OF  MASSACHUSETTS 


Making 
Them  Pay 

An  automatic  billing  and  accounts  receivable 
system  has  brought  in  $120  million  that  would  have 
gone  uncollected,  helping  Massachusetts 
erase  a  daunting  deficit 

BY  RICHARD  PASTORE 
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For  Massachusetts,  the  begin¬ 
ning  of  this  decade  was  one 
of  the  darkest  periods  since 
the  British  blockaded  Boston 
Harbor.  Governor  Michael 
Dukakis,  once  widely  hailed, 
left  office  under  a  cloud  of  fiscal 
mismanagement  and  a  failed  presi¬ 
dential  bid.  The  record-breaking 
state  deficit  swelled  to  $850  mil¬ 
lion  in  early  1991.  Things  were  so 
bad,  new  Governor  William  Weld 
considered  shutting  down  all  non- 
essential  government  services  for 
a  month. 

If  the  commonwealth  had  been 
a  private  company,  it  would  have 
applied  information  technology  to 
the  underlying  problems  long  be¬ 
fore  things  had  gotten  this  grim. 
Governments,  however,  typically 
turn  to  tax  hikes  and  spending 
cuts  to  battle  deficits.  When  it 
comes  to  taxation,  Massachusetts 
has  a  richer  tradition  than  most, 
but  the  Weld  administration  want¬ 
ed  to  try  something  different.  In¬ 
stead  of  raising  taxes,  the  com¬ 
monwealth  had  to  do  a  better  job 
collecting  what  it  was  already 
owed — including  approximately 
$5  billion  annually  in  nontax  rev¬ 
enue  from  fees,  fines,  licenses, 
federal  reimbursements  and  as¬ 
sessments. 

Part  of  the  problem  was  state 
workers'  ingrained  disdain  for  rev¬ 
enue  collection.  “For  a  generation, 
they’d  been  rewarded  for  spend¬ 
ing  money  and  discouraged  from 
collecting  money,”  says  Mas¬ 
sachusetts  Comptroller  William 
Kilmartin.  “Some  even  thought  it 
was  immoral  to  bill  people  for  rev¬ 
enue.”  To  change  these  attitudes, 
the  legislature  mandated  maxi¬ 
mization  of  revenue  collection  and 
made  department  managers  ac¬ 
countable. 

The  other  part  of  the  problem 
was  a  lack  of  standard  methods  and 
enabling  tools.  Without  these,  no 
amount  of  motivation  would  mat¬ 
ter.  The  solution,  proposed  by  the 
Office  of  the  Comptroller,  was  the 
Billing  and  Accounts  Receivable 
Subsystem  (BARS)  that  would  au¬ 
tomate  Massachusetts’  first  stan¬ 


dardized  nontax-revenue-collec¬ 
tion  process.  It  would  span  100  of 
the  commonwealth’s  154  depart¬ 
ments  and  affect  2,000  workers. 

The  system,  developed  starting 
in  late  1990  and  deployed  in  Octo¬ 
ber  1991,  replaced  or  augmented 
departmental  procedures  and 
home-grown  systems  that  were, 
for  the  most  part,  grossly  ineffec¬ 
tive.  One  example:  The  Mas¬ 
sachusetts  Highway  Depart¬ 
ment  had  been  collecting 
only  20  percent  of  real-es¬ 
tate  rental  fees  owed  annu¬ 
ally.  With  BARS,  the  collec¬ 
tion  rate  has  risen  to  90 
percent.  Statewide,  BARS — 
a  $6  million  investment  over 
five  years — is  credited  with 
bringing  in  $120  million  in 
revenue  through  fiscal  1994 
that  would  have  gone  uncol¬ 
lected  (see  chart). 

In  the  planning  stage,  the 
scarcity  of  collection  prac¬ 
tices  worthy  of  modeling 
troubled  Kilmartin,  who  felt 
his  job  was  on  the  line  if  the  proj¬ 
ect  were  to  bomb.  “The  thing  that 
kept  me  awake  at  night  was  not 
whether  we  could  build  it,  but 
what  if  we  built  the  wrong  thing?” 
he  says.  A  best-practices  study 
within  Massachusetts  and  across 
the  country  found  no  collection 
process  complete  and  broad 
enough  to  model  for  a  statewide 
system.  “There  wasn’t  a  lot  of 
comfort  to  be  found  out  there,” 
Kilmartin  recalls. 

The  collection  procedure  finally 
agreed  upon  was  more  than  ade¬ 
quate,  judging  from  the  first-year 
ROI  of  1,530  percent.  It  was  also 
fairly  basic.  “The  technology  al¬ 
lowed  a  simple  process  to  be 
fleshed  out,  fulfilled  and  coordinat¬ 
ed  among  the  departments,”  says 
John  Thomas  Flynn,  CIO  of  Massa¬ 
chusetts.  BARS  automates  and 
manages  standardized  collection 
steps — generating  as  many  as 
four  billing  notices,  notifying 
debtors  that  their  cases  will  be 
turned  over  to  collection  agencies 
and  cuing  workers  when  it’s  time 
to  sue  for  payment  or  write  off  un¬ 


collectible  debts.  Payments  are 
logged  into  databases  shared  by 
the  Massachusetts  Management 
Accounting  and  Reporting  System 
(MMARS),  which  handles  all  other 
accounts  payable  and  receivable. 
BARS  is  a  fully  integrated  subsys¬ 
tem  of  this  9-year-old  mainframe 
application. 

BARS’  hefty  returns  helped  the 
commonwealth  erase  its  deficit  in 


fiscal  1992.  But  the  system’s  suc¬ 
cess  also  set  the  standard  for  fu¬ 
ture  IT  projects — from  here  on, 
system  sponsors  would  own  their 
projects,  and  joint-development 
teams  working  in  a  single  location 
would  be  the  norm.  Prior  to  BARS, 
the  Office  of  Management  Infor¬ 
mation  Systems  (OMIS),  not  the 
sponsor  of  an  application,  had  tra¬ 
ditionally  called  all  the  IS  project 
shots.  “Development  frequently 
spun  out  of  our  control,”  recalls  Su¬ 
san  N.  Kanak,  deputy  comptroller 
and  BARS  project  director.  “We 
would  have  a  business  need;  pro¬ 
grammers  would  go  away  and  code 
it  and  come  back  with  a  final  prod¬ 
uct  we’d  have  to  live  with.” 

That  all  changed  with  BARS. 
OMIS  and  the  Office  of  the  Comp¬ 
troller  agreed  to  work  as  partners 
and  co-developers,  with  ultimate 
ownership  and  control  passing  to 
the  latter.  “We  learned  to  turn  over 
ownership  of  a  project,  not  just  the 
application,”  says  Anna  Dos  San¬ 
tos,  director  of  OMIS’s  Financial 
Systems  Group  and  the  project’s 
technical  director.  Attesting  to  its 


“FOR  A  GENERATION, 
state  workers  had  been 
rewarded  for  spending 
money  and  discouraged 
from  collecting  money. 
Some  even  thought  it  was 
immoral  to  bill  people 
for  revenue.” 

-William  Kilmartin 
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PHO :  1  Wt  i  C  ;  HAPPELL:  ILLUSTRATION  BY  MARY  ANNE  LLOYD 


What  would  you  do  with  manufacturing 
software  that  could  communicate  real-time 
changes  in  volumes  and  product  mix  to 
plants  all  over  the  world  and  their  suppliers? 
What  would  you  do  with  manufacturing 
software  that  could  switch  from  one  form  of 
manufacturing  to  another,  depending  on 
changes  in  the  market?  Or  with  software 
that  linked  your  customer  service  system  to 
a  real-time  customer  database? 

You’d  start  a  revolution.  And  Customer 
Focused  Manufacturing  (CFM),  created  by 


As  the  needs  ol  your  business  change.  CA  business  applications 
are  flexible  enough  to  change  with  them. 


Computer  Associates,  would  help  you  lead 
the  way  A  “blueprint”  for  enterprise  manu¬ 
facturing  solutions,  CFM  lets  you  do  more 
than  build  great  products.  It  lets  you  build 
closer  relationships  with  the  lifeblood  of 
your  business:  your  customers. 

Because  with  CFM,  you’re  involved  in 
an  ongoing  dialogue  with  your  entire  supply 
chain.  From  the  smallest  supply  vendor 
right  up  to  the  largest  retailer.  So  you  know 
exactly  what  can  be  delivered  and  when  the 
delivery  can  take  place. 


ft 


OMPUTER 
SSOCIATES 

Software  superior  by  design. 

©  1994  Computer  Associates  International,  Inc.,  Islandia,  NY  11788-7000.  All  other  product  names  referenced  herein  are  trademarks  of  their  respective  companies. 


anufacturing  Software 

Own  Industrial  Revolution. 


And  with  CFM,  a  full  range  of  multi-platform  solutions  helps  you 
respond  to  customer  demands  both  quickly  and  profitably 

For  instance,  CA-PRMS®  gives  you  the  flexibility  to  easily  meet  your 
co-existent  manufacturing  needs  with  support  for  discrete,  process  and 
repetitive  manufacturing. 

CA-MANMAN/X®  gives  you  the  power  to  manage  entire  product  life 
cycles  -  from  engineering  design  to  mass  production  -  with  real-time 
planning. 

CA-MAN  MAN 'gives  you  immediate  access  to  timely  information 
and  the  ability  to  share  that  information  across  all  manufacturing  areas. 

CA-KBM™  incorporates  and  automates  people-based  product  knowl¬ 
edge  and  dimensionally  engineered-to-order  configuration  where  it’s 


needed  most:  throughout  the  entire  supply  chain. 

CA-CAS®is  an  enterprise-wide  manufacturing  and  financial  manage¬ 
ment  system  that  decentralizes  decision-making  by  delivering  critical 
customer-based  information  right  to  your  users. 

CA-Warehouse  BOSS™  is  a  comprehensive  warehouse  management 
system  that  improves  customer  service  by  cutting  order  cycle  times  and 
increasing  shipping  accuracy 

For  More  Information  On  CFM, 

Please  Call  1-800-225-5224,  Dept.  1 6101. 

So  phone  today  And  get  a  closer  look  at  how  Customer  Focused 
Manufacturing  can  revolutionize  your  world. 


Customer  Focused  Manufacturing  Software 

CA-PRMS  CA-MANMANX  CA-MANMAN  CA-KBM  CA-CAS  CA-Warehouse  BOSS 


COMMONWEALTH  OF 
MASSACHUSETTS 

The  Bottom  Line 


Quantifying 
IT  Expenditures 

Investment  in  Thousands 

H  Technology  purchases 
and  system  development 

Hi  Ongoing  operations 


$630  $680 


Total  Cumulative  Investment 


Measuring 
Collection  Returns 


1992  1993  1994  1995  1996 

*  Returns  accrued  from  improving  tax  collection 
rates  and  reducing  collection  costs. 


Total  Cumulative  Return 


new  clout  as  project  owner,  the 
Comptroller’s  Office  took  over  the 
contract  with  American  Management 
Systems  Inc.  (AMS),  which  coded 
BARS  and  now  markets  the  system 
to  other  governments,  and  it  now  ex¬ 
ercises  direct  approval  over  the  ven¬ 
dor’s  work  and  billing. 

In  addition  to  transferring  project 
ownership  to  sponsors,  BARS  inau¬ 
gurated  the  practice  of  “co-locating” 
joint  development  teams,  meaning 
members  work  together  in  a  single 
location.  “I  set  aside  room  on  our 
floor  for  John’s  people,  AMS  and  my 
people  to  analyze  business  process¬ 
es,”  Kilmartin  says.  “If  you  walked 
in,  you  couldn’t  tell  who  worked  for 
whom.”  Co-location  was  key  to  the 
partnership’s  success  and  is  now  the 
preferred  development  formula.  Its 
superior  communications  reduced 
the  number  of  misunderstandings 
and  late  requirements  changes,  trim¬ 
ming  development  time  by  33  per¬ 
cent  versus  traditional  methods,  ac¬ 
cording  to  Flynn. 

Still,  given  the  novelty  of  technol¬ 
ogists  and  accountants  laboring 
elbow  to  elbow,  there  were 
bound  to  be  difficulties.  The  first 
to  arise  was  a  verbal  disconnect. 
“The  technical  people  fell  quick¬ 
ly  into  programming  jargon  and  used 
it  as  a  way  to  avoid  answering  our 
questions,”  Kanak  recalls.  “They 
could  baffle  us  very  quickly,  saying 
they  couldn’t  do  what  we  wanted  and 
giving  us  an  explanation  that  was  in¬ 
comprehensible.”  The  solution  was 
an  insistence  that  everyone  adhere  to 
basic  English,  aided  by  handy  transla¬ 
tion  from  a  former  OMIS  staffer  now 
in  the  comptroller’s  camp. 

Another  sticking  point  was  OMIS’s 
preferred  development  methodology, 
Productivity  Plus  from  consulting 
firm  DMR  Group  Inc.  It  was  too  ex¬ 
haustive  to  suit  the  Comptroller’s  Of¬ 
fice.  “It  literally  had  a  deliverable  for 
every  moment  in  the  day,  every 
thought  you  would  have,”  Kanak 
says.  Having  to  make  decisions  on 
such  minutiae,  the  project  directors 
were  losing  sight  of  the  big  picture. 
But  OMIS,  having  trained  its  staff  in 
the  methodology,  was  committed  to 


it.  The  two  parties  compromised  by 
agreeing  to  a  modification  with  only 
eight  to  10  concrete  deliverables. 

ith  all  the  talk  of  partnership, 
it’s  somewhat  surprising  that 
the  end  users  were  not  con¬ 
sidered  to  be  major  partners 
in  the  development  of  BARS. 
Though  many  state  workers 
were  consulted  throughout  the  proj¬ 
ect,  they  had  no  decision-making  au¬ 
thority,  and  they  were  not  considered 
the  system’s  owners.  “If  you’re  look¬ 
ing  for  big-splash  business-process 
reengineering,  it’s  really  an  execu¬ 
tive-leadership  role,”  Kilmartin  ex¬ 
plains.  The  users  were  just  too  close 
to  the  old  processes  to  envision  and 
execute  the  radical  changes  required. 

Users  confirm  that  they  remain 
two  steps  removed  from  the  system. 
“We  feel  we  have  control  over  man¬ 
aging  the  information,  but  we’re  not 
the  owners  of  the  system,”  says  Sue 
Bristol,  director  of  revenue  collec¬ 
tion  and  financial  systems  for  the 
Massachusetts  Highway  Department, 
where  former  collection  practices 
were  completely  scrapped. 

Despite  ownership  issues,  Bristol 
says  her  department  sees  BARS  as  a 
“joy.”  Besides  maximizing  revenue 
collection,  it  has  allowed  users  to 
query  and  report  the  data  for  the  first 
time,  improving  service  to  citizens 
who  phone  the  department  with 
billing  questions. 

BARS’  legacy  continues  to  mush¬ 
room.  Besides  developing  enhance¬ 
ments  to  BARS,  the  partners  have 
teamed  up  again  on  a  data- warehouse 
project  and  a  graphical  user  interface 
for  MMARS.  These  successes,  says 
Flynn,  have  excited  the  politicos  on 
Beacon  Hill  about  the  power  of  IT: 
Weld  appointed  Flynn  the  common¬ 
wealth’s  first  CIO  last  summer,  es¬ 
tablished  a  statewide  IT  coordinating 
council  and  pushed  through  a  $100 
million  IT  funding  bond  on  the  heels 
of  BARS’  completion.  The  Weld  ad¬ 
ministration  has  recognized  technol¬ 
ogy  as  a  tool  for  reinventing  govern¬ 
ment — and  since  William  Weld  is 
widely  believed  to  have  presidential 
aspirations,  BARS’  repercussions 
may  someday  be  broader  still.  BE] 
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He  Knows  All  He  Needs 
To  Know  About  IT. 

Do  You  Know  All  You  Ought 
To  Know  About  Him? 


When  your 

customer  calls ,  whether 
ordering  a  first 
computer  or  umpteenth 
upgrade,  your  entire  IT 
investment  is  on  the 
line.  Will  you  know 
when  he  or  she  called 
last?  What  was 
purchased?  How  it  was 
paid  for?  In  short,  will 
you  have  the  customer 
knowledge  you  need  to 
provide  the  customer 
service  they  expect?  We 
can  help  you  help  them. 

Our  software,  tools 
and  services  integrate 
multiple  internal  data¬ 
bases  with  data  from 
InfoBase™  and  numerous 
other  external  sources. 

We  also  provide  the 
built-inflexibility 
required  to  tailor 
solutions,  and  the 
outsourcing  options 
needed  to  do  so  most 
cost-effectively. 


So  if  you  are  a 
marketer  with  large 
database  requirements 
or  are  evaluating  legacy 
systems  in  light  of  Client/ 
Server  computing,  we 
can  ensure  that  the  IT 
systems  you  deploy 
deliver  the  customer 
knowledge  you  need. 

Because  the 
better  you  know  your 
customers,  the  better 
you  can  serve  them. 
And  that's  all  your 
customers  need  to 
know  about  IT! 

To  know  more 
about  them,  call  us. 
800-9ACXIOM. 


AQUOM 

Acxiom  Corporation 
301  Industrial  Boulevard 
P.0.  Box  2000 
Conway,  AR  72033-2000 


AWARDS 


PCs  COMPLEAT 


Technical  Profile 


Hardware:  Digital  Equipment 
VAX  4300  equipped  with  192MB 
of  RAM  and  about  7GB  of  online 
disk  storage;  486-class  PCs 
from  a  variety  of  vendors. 

Software:  Operating  system  is 
Digital  Equipment’s  Open-VMS, 
with  Pathworks  for  network 
operation;  logistics  software  is 
GSI  Transcomm’s  TOLAS;  cus¬ 
tomer-service  and  technical- 
support  software  are 
Answerset’s  Clientele  and 
Infonetics  Corp.’s  ASQ’em. 
Software-development  tool  is 
Digital  Equipment’s  Code 
Management  System.  Also, 
United  Parcel  Service’s  Maxi- 
Trac;  Microsoft  Windows, 
Windows  Help,  Word,  Excel; 
Lotus  Organizer  and  cc:Mail; 
Omtool  Ltd.’s  Fax  Sr. 

Architecture:  Most  486  nodes 
on  the  network  are  connected 
via  twisted-pair  Ethernet  using 
a  DECHub  concentrator. 


BROWN,  HOFFSTEIN  and 
LITTMAN-QUINN  (left  to 
right):  taking  mail-order 
PC  sales  to  a  new  level 
of  customer  service 


The  Soul 
of  a  New 
Machine 
Seller 

Three  years  ago,  computer  distributor 
PCs  Compleat  built  itself  around  an  enterprisewide 
information  system  that  would  distinguish  it  from 
its  competitors  and  ensure  its  success 

BY  E.B.  BAATZ 
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Imagine  starting  a  business 
from  scratch.  No  antiquated 
mainframe  computer,  no  pesky 
Cobol  code.  Nothing  but  a  new 
business  idea  and  perhaps  a 
few  million  dollars  in  funding. 
Now  imagine  being  given  carte 
blanche  to  get  the  information  sys¬ 
tem  up  and  running. 

That  is  precisely  the  situation  in 
which  William  C.  Brown  basked 
during  New  England’s  Indian  sum¬ 
mer  of  1991.  His  old  boss,  Gordon 
B.  Hoffstein — for  whom  Brown 
had  worked  at  computer  distribu¬ 
tor  MicroAmerica  Inc.  (now 
Merisel  Inc.) — had  called  to  tell 
Brown  that  he  (along  with  a  part¬ 
ner,  Jack  Littman-Quinn)  was 
starting  a  new  business,  and  he 
wanted  his  former  IS  vice  presi¬ 
dent  to  help  him  found  it. 

The  idea  for  the  business  was 
simple:  to  sell  brand-name  PCs  to 
customers  by  offering  them  the 
range  of  choice  of  a  retail  super¬ 
store  and  the  value  and  conve¬ 
nience  of  a  direct  marketer,  and  to 
bundle  these  with  the  unparalleled 
customer  service  of  a  technology- 
enabled  company.  The  funding, 
$4.5  million  in  venture  capital,  had 
been  secured.  And  so  a  brand-new 
company,  PCs  Compleat  Inc.,  of 
Marlborough,  Mass.,  was  born. 

But  because  margins  in  the  PC 
market  are  so  tight  and  the  com¬ 
petition  so  intense,  selling  person¬ 
al  computers  is  a  hazardous  busi¬ 
ness.  “We  knew  we  had  to  create 
an  entire  infrastructure  that  would 
ensure  our  survival,”  says  Chair¬ 
man  and  CEO  Hoffstein.  That’s 
where  Brown  came  in. 

“We  started  building  the  infor¬ 
mation  system  in  October  1991,” 
says  Executive  Vice  President 
Brown.  “By  January  we  had  about 
60  percent  [of  the  present  system] 
in  place,  and  we  were  ready  to 
begin  business.”  Adds  Systems 
Administration  Manager  George 
Sutherland,  another  member  of  the 
startup  team,  “We  were  able  to 
put  together  a  system  capable  of 
handling  up  to  $4  billion  in  orders 
in  just  four  months  because  we’d 
all  known  each  other  for  10  years, 


so  there  was  no  proving  time.” 

Figures  for  the  company’s  total 
investment  in  IT  are  not  available, 
but  it  was  the  single  largest  expen¬ 
diture  for  the  startup.  “Determin¬ 
ing  return  on  investment  is  tough. 
Without  investments  in  technology 
the  company  simply  would  not 
exist,”  says  Stephen  M.  Joseph, 
director  of  finance.  (The  ROI  ex¬ 
ample  that  PCs  Compleat  submit¬ 
ted  for  the  ESPRIT  Award  looks  at 

“WE  STARTED 
building  the 
information  system 
in  October  of  1991. 
By  January  we  had 
about  60  percent  of 
the  system  in  place, 
and  we  were  ready 
to  begin  business.” 

—  William  C.  Brown 


the  company’s  investment  in  its 
credit-card  and  fraud-protection 
system  only.) 

As  with  any  risky  new  venture, 
skeptics  abounded.  “Some  people 
told  us  that  we  were  lunatics,” 
says  Hoffstein.  “They  told  us  that 
Dell  and  Compaq  wouldn’t  allow 
us  to  sell  PCs  this  way.”  In  fact, 
getting  PC  vendors  to  authorize 
little  PCs  Compleat  to  sell  their 
wares  was  the  fledgling  company’s 
overriding  challenge. 

At  first  the  company  sold  only 
second-tier  PCs  from  makers 
such  as  Everex  (now  out  of 
business)  and  Leading  Edge 
Products  Inc.  “But  when 
vendors  started  to  see  our  IT 
system,  all  of  a  sudden  we  started 
to  get  authorized,”  says  Hoffstein. 
Toshiba  America  Information  Sys¬ 
tems  Inc.  was  the  first  major  ven¬ 


dor  to  hop  on  board  in  August  of 
1992.  By  March  1994,  even  IBM 
and  Hewlett-Packard  Co.  had 
signed  on. 

“A  few  years  ago,  we  were  hesi¬ 
tant  about  getting  into  mail  order 
because  we  didn’t  understand  it,” 
explains  Brian  W.  Babcock,  New 
England  regional  sales  manager 
for  Toshiba.  “But  PCs  Compleat  is 
so  automated,  they  just  have  a  bet¬ 
ter  way  of  doing  things.” 

The  system — designed  by 
Brown  and  MIS  Director  Nicholas 
Kalantzakos — that  so  impressed 
Babcock  uses  a  Digital  Equipment 
VAX  4300  as  the  network  file 
server.  The  VAX  doubles  as  a  plat¬ 
form  for  PCs  Compleat’s  minicom¬ 
puter-based  logistics  (order  entry, 
purchasing  and  warehousing)  and 
accounting  applications  software 
(see  technical  profile).  “DEC  ar¬ 
chitecture  had  allowed  us  to  grow 
seamlessly  [at  MicroAmerica],” 
says  Brown.  “We  wondered,  ‘Why 
not  take  those  things  we  used 
back  in  the  mid-1980s  and  also 
take  advantage  of  new  personal- 
productivity  software  to  do  it  even 
better  this  time  around?’  ” 

One  facet  of  the  company’s  in¬ 
formation  system  that  particularly 
impressed  the  folks  at  Toshiba, 
says  Babcock,  was  a  product-com¬ 
parison  database  and  an  interac¬ 
tive  fax  feature.  With  these  tools,  a 
PCs  Compleat  sales  associate  can 
call  up  detailed  product  compar¬ 
isons  on  his  or  her  PC  screen  and 
then  fax  the  information  to  the  po¬ 
tential  customer  while  still  on  the 
phone  and  without  interrupting 
the  order-entry  process. 

Also,  notes  Babcock,  Toshiba 
has  unprecedented  access  to  PCs 
Compleat’s  information  system. 
“On  a  weekly  basis,  we  just  dump 
into  their  computer  to  look  at  the 
sales  and  the  inventory  reports,” 
says  Babcock.  “Quick  access  to 
this  information  is  critical  to  us.” 

Sharing  information  with  ven¬ 
dors  and  business  partners  is  just 
part  of  a  deliberate  IS  strategy  at 
PCs  Compleat.  For  example,  when 
the  company  began  looking  to 
partner  closely  with  a  shipping 
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PCs  COMPLEAT 

The  Bottom  Line 


Quantifying 
IT  Expenditures 

Investment  in  Thousands 

HI  Technology  purchases 
and  system  development 

Wk  Maintenance  and  operations 


1992 

1993 


$192 


$190 


$115 


1994 


$160 


$119 


1995 

1996 


$165  $122 

$170  $126 


Total  Cumulative  Investment 


Measuring 
Selected  Returns 


Gross  Return*  in  Thousands 


*Retums  accrued  from  reducing  credit-card 
fraud,  increasing  worker  productivity  and  growing 
profits  from  new  distribution  services. 


Total  Cumulative  Return 


tThis  example  does  not  include  the 
start-up  company’s  entire  IT  budget,  but  serves 
to  illustrate  its  investment  in  credit-card 
fraud  protection  systems  only. 


company,  the  choice  of  shipper  was 
contingent  upon  the  shipper’s  ability 
and  willingness  to  integrate  the  two 
companies’  information  systems. 

“They  came  to  us  in  late  1991  with 
the  realization  that  they’d  have  to 
streamline  their  package  system,” 
says  Patrick  Barry,  logistics  services 
manager  in  the  Londonderry,  N.H., 
district  office  of  United  Parcel  Ser¬ 
vice.  UPS  and  PCs  Compleat  teamed 
up  to  automate  the  shipping  process. 

When  an  order  is  taken  over  the 
phone,  all  the  information,  including 
shipping  information,  is  captured  at 
once.  In  the  back  room,  where  the 
customer’s  PC  is  configured  and 
boxed,  a  printer  spits  out  bar-code  la¬ 
bels  and  a  shipping  manifest  without 
any  extra  key  punching.  “We  use  the 
bar  codes  to  trap  errors  and  to  track 
worker  productivity,”  says  Hoffstein. 

In  1994,  PCs  Compleat  began 
working  with  the  latest  version  of 
UPS’s  MaxiTrac  software  in  order  to 
garner  even  more  gains  from  automa¬ 
tion.  “They  can  dial  up  our  mainframe 
in  order  to  track  a  shipment,”  says 
Barry.  That’s  nothing  new,  of  course, 
but  PCs  Compleat  also  has  the  ability 
to  track  batches  of  packages.  “They 
take  all  the  tracking  numbers,  drop 
them  into  a  report  and  store  them  in 
their  own  order-entry  system,”  ex¬ 
plains  Barry. 

When  a  customer  calls  looking  for 
her  package,  the  sales  associate  can 
answer  the  questions  immediately. 
“We  also  save  two  positions  in  the 
warehouse  by  partnering  with  an  out¬ 
side  service  in  order  to  leverage  our 
IT  investment,”  says  Brown. 

▼  ike  any  well-run  mail-order 
1  house,  the  company  closely 
monitors  how  quickly  calls  are 
|  answered.  And  the  system  is 
|  i  constantly  being  tweaked  for 
improvements  to  speed  up  cus¬ 
tomer  response  time.  With  over  3,000 
technical  products  to  support,  the 
system  is  the  company’s  lifeline. 

Keeping  that  lifeline  strong  during 
the  halcyon  startup  days  of  rapid 
growth  has  been  no  simple  task.  One 
thing  that  has  helped:  All  the  man¬ 
agers  in  the  company  log  one  week¬ 
end  day  a  month  on  the  phones  an¬ 


swering  customer  calls.  This  hands- 
on  experience  allows  the  IS  team  to 
continuously  look  for  ways  to  im¬ 
prove  the  system. 

“One  time  a  customer  asked  me  if 
a  particular  PC  was  cellular-ready,” 
recalls  Brown.  “Argh!  I  had  to  go 
back  to  starters  on  the  computer 
system  to  access  the  information.  So, 
the  next  day  I  had  Nick  add  a  key  that 
allows  the  sales  associate  to  list 

THE  COMPANY’S 
revenues  grew  fivefold 
from  1992  to  1993  and 
doubled  to  over  $110 
million  last  year. 


product  attributes  [without  exiting 
out  of  the  order-entry  system].  That 
saves  45  seconds.  If  you  multiply 
that  by  the  thousands  of  calls  we  get, 
then  we’ve  saved  tons  of  time.” 

“We  feel  that  if  we  can’t  answer 
the  customer  on  the  spot,  then  they 
won’t  be  satisfied,”  adds  Hoffstein. 
“But  this  technology  [for  rapid-fire 
customer  response]  wasn’t  even 
available  five  years  ago.” 

Efficient  use  of  technology  and  the 
organization’s  dedication  to  continu¬ 
ous  improvement  have  proven  suc¬ 
cessful.  The  company’s  revenues 
grew  fivefold  from  1992  to  1993  and 
doubled  to  over  $110  million  last 
year.  In  terms  of  productivity,  one 
year  ago  PCs  Compleat  earned 
$800,000  in  sales  for  every  employ¬ 
ee;  today  the  sales-to-employee  ratio 
has  climbed  to  $1.2  million,  and  next 
year  it’s  expected  to  be  $1.5  million. 

“As  I  look  back,  I  can  see  that  Bill 
and  Nick  had  foresight,”  says  Hoff¬ 
stein.  “Either  they  were  dumb  lucky, 
incredibly  smart  or  a  little  of  both.” 
As  for  the  future,  says  Hoffstein,  “I 
guarantee  you  that  there  are  things 
we  are  doing  now  with  IS  that  we 
think  are  slick  but  in  a  few  years 
we’ll  think  are  garbage.”  Such  is  the 
life  of  an  IT-driven  business  in  the 
fast  lane.  HE] 
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To  find  out  more  about  Composer  by  IEF,  a  new  suite  of  powerful  application  development 
software,  see  us  at  the  ROI*T  Executive  Retreat,  January  22  -  24,  Arizona  Biltmore,  Phoenix,  AZ. 

EXTENDING  YOUR  REACH™ 


Texas 

Instruments 


IEF  and  “Extending  Your  Reach"  are  trademarks  of  Texas  Instruments.  ©  1995  TI. 
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i  SPRIT 

AWARDS 


Tec  hn  ic  a  1  Profile 


OLD  SYSTEM: 

IBM  4381  mainframe, 
customized  version  of  a  central 
reservation  system  developed 
for  the  Westin  Hotels  by  United 
Airlines.  Installed  in  1982. 


NEW  SYSTEM: 

Architecture:  Open  Unix 
client/server  platform  providing 
online  processing.  Developers 
used  four  state-of-the-art  tech¬ 
nologies  never  before  combined 
for  a  project  of  such  magnitude; 
a  relational  database  system,  a 
4GL,  large-scale  Unix  online 
transaction  processing  and 
TCP/IP  networking. 

Hardware:  Initially,  two  AT&T 
System  7000  processors 
running  Unix  5.3;  upgraded  to 
Pyramid  ES  Series  Unix 
computer  running  Unix  5.4. 
Omaha  reservation  center 
equipped  with  IBM  PCs;  hotels 
use  dumb  ASCII  terminals  that 
emulate  AT&T  3B2  and  HP  9000 
processors. 

Software:  Informix  OnLine  4.0 
relational  database-manage¬ 
ment  system,  supporting  50  to 
100  transactions  per  second. 
Development  tools  included  In¬ 
formix  4GL  Rapid  Development 
and  4GL  Interactive  Debugger. 

Networking/Communications: 
TCP/IP  backbone  network  linking 
Hyatt  technical  center  near 
Chicago  with  reservation  center 
in  Omaha,  airline-reservation 
systems  and  Hyatt  properties. 


LOWELL  (right)  and 
BIGGS:  Bookings  are 
up  dramatically. 


HYATT  HOTELS 


Satisfying 
the  Inn 
Crowd 

A  sophisticated  central  reservation  system  gave 
Hyatt  Hotels  major  new  staying  power 

BY  ANNE  S  TUART 
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lunky”  doesn’t  even  begin  to 
describe  the  central  reserva¬ 
tion  system  Hyatt  Hotels  & 
Resorts  used  before  1990. 
Try  “antiquated,”  “inflexible” 
and,  above  all,  “frustrating.” 

How  bad  was  it?  Joan  Lowell, 
assistant  vice  president  for  reser¬ 
vations,  says  Hyatt  offers  dozens 
of  different  rates  at  each  location. 
But  you  wouldn’t  have  known  that 
from  the  old  system,  an  inflexible 
mainframe  environment  dating 
back  to  1982,  which  provided  slug¬ 
gish,  limited  service.  “We  could 
display  only  24  rates,”  Lowell  re¬ 
calls.  “The  customer  would  be 
aware  of  a  special  rate  he  had 
previously  gotten  at  the  hotel,  and 
we  weren’t  able  to  display  it.”  Rep¬ 
resentatives  also  couldn’t  confirm 
rates  or  reservations  for  group 
bookings. 

Nor  could  travel  agents  directly 
access  the  hotel  chain’s  system  to 
book  rooms.  Instead,  they  had  to 
inquire  by  E-mail,  then  wait  for 
Hyatt  service  representatives  to 
manually  make  the  reservations 
and  reply  with  confirmations. 
Updating  information  took  even 
longer.  “You’d  take  a  rate  change 
and  put  it  in,  and  it  would  take  a 
week  [to  show  up],”  says  Lowell, 
who  oversees  the  Chicago-based 
hotel  chain’s  reservation  center  in 
Omaha,  Neb. 

During  the  late  1980s,  as  the  na¬ 
tion  slid  toward  recession  and  the 
lodging  industry  competed  ever 
more  fiercely  for  guests,  Hyatt  ex¬ 
ecutives  realized  they  needed  to 
streamline  the  reservation  process. 
They  also  wanted  to  increase  the 
bookings-to-calls  ratio  without  in¬ 
creasing  the  average  time  per  call. 

Their  solution:  the  SPIRIT 
Central  Reservation  System,  an 
open  Unix  client/server  platform 
with  online  transaction-processing 
capabilities.  Now  in  its  fifth  year, 
the  system  offers  faster,  more 
accurate  and  more  automated 
central  reservation  services  at 
substantial  savings.  (See  “Going 
Up...,”  CIO,  October  1990.) 

“From  a  business  perspective, 
it  has  clearly  given  Hyatt  a  com¬ 


petitive  advantage  in  terms  of  the 
way  it  distributes  its  product,” 
says  John  Biggs,  COO  of  Regency 
Systems  Solutions,  a  Hyatt  divi¬ 
sion. 

SPIRIT’s  task  is  a  formidable 
one.  The  system  tracks  the  chain’s 
most  important  asset:  its  inventory 
of  nearly  75,000  rooms  in  164  ho¬ 
tels  in  34  countries.  About  500  cus¬ 
tomer-service  representatives  use 
the  system  in  fielding  up  to  30,000 
customer  calls  a  day;  some  110,000 
travel  agents  also  have  access. 

How  is  SPIRIT  working?  Exec¬ 
utives  say  it  easily  handles  more 
than  200  million  transactions  an- 

BOOKINGS  HAVE 
increased  25  percent 
annually  since  1990, 
with  no  increase 
in  the  average 
call  length. 


nually.  Representatives  can  access 
a  wide  range  of  information  on  all 
Hyatt  properties,  such  as  rates, 
availability  of  baby-sitting  or  cable 
TY  and  the  distance  between  the 
hotel  and  the  airport;  they  can  also 
quote  and  confirm  rates  for  indi¬ 
viduals  and  groups.  Updates  made 
online  take  effect  immediately. 
And  travel  agents  can  book  rooms 
directly  through  links  with  about 
20  airline-reservation  systems  and 
receive  instant  confirmation.  “It’s 
really  dynamic,  really  flexible  now,” 
Lowell  says. 

The  ROI  figures  tell  the  real 
story.  Bookings  have  increased  25 
percent  annually  since  1990,  with 
no  increase  in  the  average  call 
length.  Revenues  attributed  to  the 
central  reservation  system  grew 
from  $450  million  in  1990  to  $575 
million  in  1993.  Officials  attribute 
this  increase  largely  to  the  fact 
that  guests  and  travel  agents  who 


once  booked  rooms  by  calling  indi¬ 
vidual  Hyatt  hotels  now  can  use 
the  central  reservation  system 
(travel  agents  dial  directly  into  the 
SPIRIT  system;  guests  call  the 
toll-free  telephone  number  at  the 
reservation  center). 

During  the  same  period,  Hyatt 
increased  its  overall  revenues  more 
than  $100  million  while  revenues 
in  the  lodging  industry  as  a  whole 
were  flat  or  declining.  Figuring  in 
the  increased  productivity  and  a 
reduction  in  data-center  expenses 
and  training  costs,  Hyatt  execu¬ 
tives  estimate  that  SPIRIT  has  re¬ 
couped  its  initial  investment  sev¬ 
eral  times  over. 

Hyatt  also  established  the  new 
operating  division,  Regency  Sys¬ 
tems  Solutions,  to  market  SPIRIT 
to  other  chains.  Early  takers  in¬ 
clude  the  LaQuinta  Inns  Inc.  chain, 
which  installed  a  customized  ver¬ 
sion  of  SPIRIT  at  its  central  reser¬ 
vation  facility  in  San  Antonio. 

In  addition,  the  system’s  flexi¬ 
bility  has  opened  up  new  opportu¬ 
nities  for  travel-industry  partner¬ 
ships.  For  instance,  Hyatt  offers 
special  packages  for  American 
Automobile  Association  members, 
operates  a  toll-free  number  to  han¬ 
dle  AAA  calls  and  tracks  the  re¬ 
sponses. 

And  SPIRIT  has  helped  Hyatt 
regain  its  credibility  with  travel 
agents  as  well.  Since  the  system 
went  online,  Hyatt’s  agency  busi¬ 
ness  has  grown  between  14  and  20 
percent  annually. 

“That’s  a  direct  reflection  of  our 
ability  to  provide  information  to 
them,”  says  John  Lavin,  Hyatt’s 
director  of  travel  industry  sales.  In 
fact,  SPIRIT  has  won  that  indus¬ 
try’s  highest  honors,  including  a 
1992  Travel  Industry  Award  of  Ex¬ 
cellence  and  the  1994  Hotel  Au¬ 
tomation  Quality  Award  from  the 
American  Express  Travel  Services 
Group. 

Such  accolades  are  sweet  extras 
for  the  team  that  began  developing 
the  SPIRIT  system  late  in  1989. 
Technologically,  the  venture  repre¬ 
sented  a  major  challenge  because 
it  involved  state-of-the-art  hard- 
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HYATT  HOTELS 

The  Bottom  Line 


Quantifying 
IT  Expenditures 

Investment 
(Index:  1991  =  100)* 


155 


Measuring 
Even  Returns 


Gross  Return1 
(Index:  1991  =  100)* 


*Expenditure  and  return  figures  are 
indexed  because  Hyatt  declined 
to  provide  hard  numbers. 

+ Returns  accrued  from  increasing  worker 
productivity  and  marketing  the  system 
to  other  hotel  chains.  Figures 
not  available  for  1990. 


ware,  software,  tools  and  protocols 
that  had  never  before  been  combined 
in  an  application  of  such  magnitude. 
(See  Technical  Profile,  page  46.) 

To  make  it  work,  Hyatt  forged  a 
partnership  with  AT&T  and  software 
vendor  Informix  Software  Inc.  Exec¬ 
utives  from  the  three  companies  met 
regularly  during  development,  and 
all  three  dedicated  staffers  to  the 
project  from  inception  to  launch.  “The 
partnership  was  critical,”  says  Gor¬ 
don  S.  Kerr,  who  was  Hyatt’s  senior 
vice  president  of  MIS  until  he  left  to 
accept  a  position  with  another  compa¬ 
ny  late  last  year.  “Some  vendors  ship 
equipment  and  it’s  up  to  the  cus¬ 
tomer  to  make  things  work.  We  un¬ 
derstood  quickly  that  we  were  at  the 
edge  of  each  vendor’s  technology 
and  that  it  was  critical  to  have  ven¬ 
dors  work  with  us  and  view  this  as 
their  project,  not  ours.” 

Developers  moved  all  equipment 
into  a  single  large  classroom 
at  Hyatt  headquarters  dubbed 
“the  clubhouse”  and  labored 
there  together  for  nine  months. 
Kerr  describes  the  atmosphere 
as  intense,  collegial  and  productive. 
“You’d  look  up  over  your  terminal, 
ask  a  question,  get  the  answer  and  go 
back  to  work,”  he  says. 

Team  members  also  worked  close¬ 
ly  with  users,  traveling  to  Omaha  to 
study  customer-service  representa¬ 
tives  doing  their  jobs.  “That  was  ter¬ 
rific,”  Lowell  recalls.  “They  were 
able  to  look  at  the  work  process  as 
well  as  the  business  side  and  make  a 
lot  of  enhancements.  They  automat¬ 
ed  things  we  hadn’t  even  thought  to 
ask  for,  because  we  didn’t  know  they 
existed,”  such  as  the  ability  to  access 
information  on  group  meetings  and 
rates. 

Biggs  cites  two  proofs  of  the  part¬ 
nership’s  success:  “The  project  got 
done  on  time,  within  budget.  A  lot  of 
people  had  to  make  concessions  to 
get  that  done,”  he  says.  “And  we’re 
still  friends.  We  still  do  business.  We 
still  rely  on  each  other’s  validation  of 
each  other’s  products.” 

Since  its  launch,  SPIRIT  has  been 
upgraded  repeatedly.  New  software 
releases  appear  about  every  two 


months,  compared  with  twice  a  year 
under  the  old  system.  And  there’s 
room  for  growth.  For  instance,  the 
system  can  accommodate  nearly  10 
times  the  travel-agent  traffic  it  now 
handles. 

Meanwhile,  SPIRIT  has  allowed 
Hyatt  to  develop  additional 
services.  Representatives  can 
access  a  constantly  updated 
database  of  information  for 
each  hotel  to  assist  callers 
asking  about  ground  transportation, 
baby-sitting  or  the  distance  to  local 
attractions,  for  example. 

The  system  also  creates  guest  his¬ 
tories,  recording  lodgers’  credit-card 
numbers  and  any  special  requests 
such  as  a  king-size  bed  or  a  no-smok¬ 
ing  room.  When  repeat  customers 
call  to  book  a  room,  representatives 
can  access  those  records  instantly  to 
accommodate  the  guests’  prefer¬ 
ences  before  they  ask.  And  SPIRIT 
allows  supervisors  to  compare  the 
number  of  calls  in  relation  to  the 
number  of  bookings  per  representa¬ 
tive  to  use  for  employee  feedback 
and  performance  reviews. 

There’s  more  to  come.  Within 
months,  Lowell  says,  regular  cus¬ 
tomers  will  reach  the  same  “person¬ 
al  reservationist”  each  time  they 
call,  either  by  being  assigned  an 
identification  number  or  because  the 
system  will  recognize  the  source  of 
an  incoming  call  and  forward  it  to 
the  appropriate  staffer.  She’s  also 
anticipating  improved  graphics  that 
will  let  representatives  view  city 
maps  and  pictures  of  rooms  at  each 
Hyatt  property  to  better  answer 
caller  questions. 

Internet  users  can  now  view  pic¬ 
tures  of  some  Hyatt  properties  and 
rooms  on  their  PC  screens.  Early 
this  year  they  will  be  able  to  book 
their  rooms  online  and  electronically 
search  the  Zagat  restaurant  reviews 
for  dining  spots  close  to  their  hotels. 

That’s  all  light-years  from  the 
mainframe  that  only  displayed  the 
two  dozen  most  frequently  request¬ 
ed  rates.  “We  don’t  have  to  work 
around  the  computer  now,”  Lowell 
says  in  summary.  “The  computer 
works  for  us.”  E0 
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A  definition  of  scalable  computing: 

“The  ability  of  a  system  to  expand  application 
execution  in  a  near  linear  fashion  as  a  function  of 
added  CPU  components,  properly  balanced  with 
I/O  controllers  and  devices,  provided  that  memory 
access  and  bus  bandwidth  capacity  are  sufficient 
to  prevent  excessive  time-outs  and  queuing  inefficiencies 
for  stacked  job  streams  where  metrics  for 
scalability  generally  employ  network-connected 
terminal  devices  or  simulators,  although  it 
may  alternatively  employ  multiple  intelligent 
clients  providing  for  distribution  of 
workload  between  client  and  server.”  ~  The  competition 


Common  sense  translation: 

“As  your  business  grows,  your  computer  system 
should  be  able  to  grow  with  it  ."-Data  General 


Let's  get  right  to  the  point.  All  too  often, 
corporate  computing  systems  don't  work  the  way 
you  need  them  to  work.  And  they  usually  cost 
more  than  you  want  to  spend.  Data  General  can 
help.  We've  restructured  our  own  business  to 
focus  on  computing  in  ways  that  will  make  the 
most  sense  for  your  business. 

How?  Unlike  much  of  the  competition,  we 
don't  duplicate  existing  commodity  technology.  We 
create  advanced  systems  that  use  the  finest 
commodity  technologies  available.  And  we  offer 
complete  services  to  design,  implement  and 
support  your  total  corporate  computing  solution. 

Why  does  this  approach  make  sense?  It's  more 
flexible.  You're  not  locked  into  a  proprietary  way 
of  doing  things.  Your  system  can  change 
and  expand  as  you  grow.  It's  more  dependable. 
And  every  Data  General  AViiON® server  and 
CLARiiON®  data  storage  system  has  reliability 
and  availability  engineered  into  its  basic  design. 
You  can  recover  quickly  from  any  problem.  And 
you  have  accurate,  available  information. 

It's  also  more  capable.  We  have  set  the  mark  for 
others  to  follow  with  proven  results  by  handling 
large  numbers  of  users,  large  numbers  of  transactions, 
and  managing  very  large  databases  much  more 
efficiently  than  the  competition.  In  other  words,  you 
get  higher  performance  at  a  better  price.  And 
that  makes  sense.  Especially  when  you  consider 
the  fact  that  computers  are  no  longer  just  a 
part  of  your  business.  They  are  your  business. 

See  what  common  sense  can  do  for  your 
business.  Just  call  1.800. DATA  GEN.  Or  e.mail  us 
at  commonsense@dg.com  for  our  free  guide  to 
computing:  The  Common  Sense  Connection ." 

iw  Data  General 

Bringing  Common  Sense  to  Computing 


CATERPILLAR 


AWARDS 


Technical  Profile 

Hardware:  IBM-compatible  PCs, 
Hayes-compatible  modems  with 
speeds  between  1,200  and 
9,600  baud 

Software:  CAT  PC,  a  PC-based 
program  developed  by 
Simware  Inc.  of  Ottawa  with 
encryption-based  security, 
gives  second-level  dealers 
online  access  to  Caterpillar 
data.  Caterpillar  host  software 
also  modified  by  Simware. 

Communications:  800-number 
connection  developed  by  AT&T 
and  Tymplex  with  Caterpillar’s 
Telecommunications  group. 


HOFFER  (left)  and 
CURRY  helped  give 
truck  service  shops 
the  information 
they  needed. 


On  the 
Road  Again 

By  giving  service  shops  easy  access  to 
its  mainframe ,  Caterpillar’s  Engine  Division 
preserved  its  good  name 

BY  DEIDRE  SULLIVAN 
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Among  truckers,  “downtime” 
is  just  as  dirty  a  word  as  it  is 
among  computer  users.  When 
a  truck  engine  breaks  down, 
any  resulting  delay  costs  the 
driver  money,  both  in  lost 
time  and  in  the  expenses  associat¬ 
ed  with  waiting  until  the  problem 
is  repaired.  So,  if  an  engine  manu¬ 
facturer  doesn’t  do  all  it  can  to 
minimize  such  inconveniences, 
its  reputation  will  suffer. 

Such  was  the  case  for  Caterpil¬ 
lar  Inc.,  the  Peoria,  Ill.-based  global 
giant  whose  Engine  Division  is  a 
leading  manufacturer  of  diesel  and 
natural-gas  engines.  As  recently  as 
1991,  the  word  about  Caterpillar 
was  decidedly  mixed.  Yes,  it  de¬ 
signed  rugged  and  durable  en¬ 
gines.  And  yes,  it  was  the  resound¬ 
ing  first  choice  of  thousands  of 
drivers.  But  the  company  had 
some  major  problems. 

First,  repairs  took  too  long. 
When  a  truck  arrives  at  a  service 
shop,  repair  decisions  often  de¬ 
pend  on  critical  historical  and 
technical  information,  such  as  data 
about  the  original  factory  settings 
of  the  engine,  that  is  available  only 
on  Caterpillar’s  central  mainframe. 
Although  service  shops  are  often 
open  round  the  clock,  they  could 
not  access  this  information  direct¬ 
ly;  rather,  they  had  to  get  it  from 
distributors,  many  of  which  are 
open  only  eight  hours  a  day.  So, 
service  shops  had  to  hold  off  on  re¬ 
pairs  until  a  distributor  could  be 
reached  to  access  the  information 
for  them.  The  result  was  consider¬ 
able  irritation,  both  for  the  service 
shops  and  for  their  customers. 

In  addition,  Caterpillar  often 
took  months  to  fulfill  warranty 
claims,  meaning  the  shops  had  to 
wait  to  be  reimbursed. 

“Our  reputation  was  clearly  on 
the  line,”  says  Robert  J.  Hoffer, 
Caterpillar  Engine  Division  infor¬ 
mation  services  manager.  “We  had 
to  do  something,  and  fast.” 

Enter  the  Engine  Division  Cus¬ 
tomer  Services  group,  the  Cater¬ 
pillar  team  that  deals  firsthand 
with  truckers,  service  shops  and 
distributors.  In  October  1991,  the 


group  began  lobbying  executives 
in  Information  Services  to  create  a 
systems  solution  that  would  en¬ 
able  the  service  shops  to  have  24- 
hour  access  to  information.  In 
March  1992,  the  group  rolled  out 
its  CAT  PC  software;  by  dramati¬ 
cally  reducing  head  count  at  the 
dealer  level,  the  system  has  since 
provided  a  145  percent  return  on 
investment,  according  to  the  firm. 

“WE  ATTENDED 
dealer-association 
meetings.  We  met 
with  truckers.  More 
than  500  people 
were  involved  in 
the  early  stages.” 

—George  E.  Curry 


Caterpillar’s  Engine  Division, 
which  contributed  almost  $4 
billion  to  the  $11.6  billion  in 
revenues  earned  in  1993  by 
the  company  as  a  whole,  sup¬ 
plies  its  engines  and  parts  to 
183  Caterpillar  distributors  world¬ 
wide.  Those  distributors,  in  turn, 
can  serve  as  many  as  100  service 
shops,  or  “second-level”  dealers. 
In  total,  there  are  over  2,000  sec¬ 
ond-level  dealers  associated  with 
Caterpillar  and  more  than  700,000 
Caterpillar  engines  on  the  road. 

Caterpillar  distributors  have 
long  had  access  to  the  company’s 
central  mainframe,  on  which  all 
parts  and  other  engine  data  is 
stored.  By  connection  via  terres¬ 
trial  lines  or  satellite  links,  they 
could  query  the  mainframe  for 
parts  and  service  information. 

The  challenge  was  to  provide 
the  second-level  dealers  with  the 
same  quality  of  information  and  ac¬ 
cess.  To  create  a  viable  solution, 
the  Engine  Division’s  Information 
Services  group  teamed  up  with  the 
Customer  Services  group,  Cater¬ 


pillar’s  Corporate  Information  Ser¬ 
vices  group  and  customers  them¬ 
selves  in  a  four-way  partnership. 
Representatives  from  the  Caterpil¬ 
lar  Telecommunications,  Auditing 
and  Security  groups  also  provided 
critical  input  at  different  stages. 

“We  attended  dealer-association 
meetings.  We  met  with  truckers. 
More  than  500  people  were  in¬ 
volved  in  the  early  stages,”  says 
George  E.  Curry,  customer  ser¬ 
vices  manager  in  Caterpillar’s  En¬ 
gine  Division. 

The  result  was  the  CAT  PC 
software,  which  enables  second- 
level  dealers  to  access  the  Cater¬ 
pillar  mainframe  via  an  800-num¬ 
ber  modem  connection.  CAT  PC  is 
the  first  system  in  the  trucking 
industry  to  connect  a  manufac¬ 
turer  with  its  second-level  dealer 
network,  Curry  says. 

CAT  PC  provides  a  secure  link 
between  authorized  truck  dealers 
and  various  Caterpillar  host  appli¬ 
cations.  The  system  is  available  24 
hours  a  day,  seven  days  a  week, 
and  an  easy-to-use  interface  auto¬ 
mates  connection  and  simplifies 
the  process.  When  dealers  dial  into 
Caterpillar’s  central  system,  they 
are  presented  with  a  customized 
menu  of  applications,  determined 
by  their  unique,  encrypted  identifi¬ 
cation  codes.  Among  the  choices 
are  service  literature,  factory  specs, 
E-mail,  warranty  reports  and  met¬ 
ric  conversions.  Once  connected, 
dealers  can  query  the  mainframe 
and  pull  up  historical  repair  infor¬ 
mation  on  any  Caterpillar  engine 
ever  produced.  The  system  will  al¬ 
so  alert  the  dealer  if  an  engine  is 
stolen:  Caterpillar  makes  a  note  in 
its  central  database  when  truck 
thefts  are  reported,  so  any  dealer 
entering  the  serial  number  of  a 
missing  engine  will  see  immedi¬ 
ately  that  it  is  hot. 

“Having  the  repair  history  on¬ 
line  makes  a  big  difference  when  a 
truck  rolls  off  the  road,”  says  Steve 
Spihlman,  a  service  manager  at 
Truck  Centers  Inc.,  a  second-level 
dealer  in  Troy,  Ill.  More  than  65 
percent  of  Spihlman’s  business  is 
“transient,”  involving  work  on 
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CATERPILLAR 

The  Bottom  Line 


Quantifying 
IT  Expenditures 

Investment 
(Index:  1992=1001* 

1991  |  31 


Measuring 
Selected  Returns 

Gross  return1 
(Index:  1992=100)* 

228  228  228 


*Expenditure  and  return  figures  are 
indexed  because  Caterpillar  declined 
to  provide  hard  numbers. 

^Returns  accrued  front  reducing  development 
and  operations  expenses.  Significant  nonfinancial 
returns  such  as  reduction  in  warranty  claim 
reimbursement  cycle  also  were  realized. 
Figures  not  available  for  1991. 


trucks  his  company  has  never  seen 
before,  so  the  ability  to  access  an  en¬ 
gine’s  history  is  extremely  useful. 
“We  call  up  the  system,  type  in  the 
engine  serial  number,  and  everything 
we  need  to  know  about  previous  re¬ 
pair  activity  is  right  there  online,”  he 
says. 

The  overall  result,  according  to  a 
Caterpillar  customer  survey,  has 
been  a  significant  improvement  in 
customer  satisfaction. 

CAT  PC  has  also  dramatically  im¬ 
proved  the  way  warranty  claims  are 
processed.  In  the  past,  second-level 
dealers  had  to  go  through  an  onerous 
step-by-step  process  of  manually 
looking  up  warranty  information  or 
calling  a  distributor  for  assistance. 
Then  they’d  have  to  fill  out  paper¬ 
work  and  route  it  to  the  distributor. 
The  distributor,  in  turn,  would  re¬ 
view  the  documents  and  key  the  data 
into  the  warranty  system  on  Cater¬ 
pillar’s  mainframe.  In  all,  it  took  up  to 
60  days  for  the  second-level  dealer  to 
be  reimbursed  by  Caterpillar. 

Today,  dealers  can  check  the  de¬ 
tails  of  a  warranty  via  CAT  PC  and 
then  batch-transmit  the  relevant  in¬ 
formation  directly  to  Caterpillar  head¬ 
quarters,  where  warranty  payments 
are  made  within  a  month.  Thanks 
to  the  faster  claims  cycle,  dealers’ 
working-capital  requirements  have 
been  reduced  by  about  50  percent, 
Curry  says.  Distributors  also  benefit 
because  they  no  longer  have  to  pro¬ 
cess  warranty  paperwork  for  their 
second-level  dealers.  More  than  90 
percent  of  all  claims  on  truck  engine 
services  are  now  processed  through 
CAT  PC. 

hen  designing  the  interface, 
one  of  Caterpillar’s  primary 
concerns  was  how  to  provide 
friendly  access  to  its  legacy 
system  while  protecting  it 
from  intruders  and  hackers. 
After  rejecting  smart  cards  and 
dial-back  procedures  as  “unfriend¬ 
ly,”  Caterpillar  opted  for  encryp¬ 
tion  at  the  initial  connection,  Hoffer 
says.  Today,  when  a  second-level 
dealer  calls,  access  is  approved  at  the 
time  of  the  communications  “hand¬ 
shake.”  The  dealer  can  then  query 


the  system  as  necessary  within  the 
bounds  set  by  his  or  her  access  level. 

CAT  PC  is  a  DOS-based  program 
and  can  be  used  with  any  IBM-com¬ 
patible  machine.  During  the  first 
year,  600  second-level  dealers  con¬ 
nected  to  the  Caterpillar  mainframe 
via  CAT  PC.  Today,  1,050  dealers — 
representing  75  percent  of  the  com¬ 
pany’s  high-volume  dealers — are  on¬ 
line,  with  the  expectation  that  the 
rest  will  be  by  year’s  end,  says  Curry. 

Since  going  online  with  CAT  PC, 
Caterpillar  reports  that  some  of  the 
larger  second-level  dealers  have 
been  able  to  reduce  head  count  in 
their  claims-processing  areas  by  as 
many  as  three  to  four  people.  In  to¬ 
tal,  Caterpillar’s  dealers  and  distribu¬ 
tors  have  eliminated  more  than  100. 

“We  knew  that  CAT  PC  was  going 
to  simplify  and  speed  up  processes, 
but  we  didn’t  have  any  idea  of  the  ex¬ 
tent  of  the  impact  when  we  first 
started  out,”  says  Curry. 

CAT  PC  currently  processes  more 
than  30,000  dealer  inquiries  each 
month.  And  the  Information  Services 
group  monitors  usage,  not  only  to 
keep  improving  the  system  but  also 
to  identify  cases  where  a  dealer  could 
benefit  from  training,  for  example. 

“We  analyze  the  kinds  of  questions 
that  a  service  shop  is  repeatedly  ask¬ 
ing.  That  might  signal  a  need  for  the 
distributor  to  set  up  a  training  ses¬ 
sion,”  Curry  explains. 

By  monitoring  usage  and  reporting 
to  distributors,  Caterpillar  helps 
maintain  strong  ties  between  sec¬ 
ond-level  dealers  and  distributors. 
“This  relationship  is  an  important 
tradition  at  Caterpillar,”  says  Curry. 

CAT  PC  has  been  so  successful 
that  truck-fleet  owners  and  OEMs 
are  also  clamoring  to  go  online.  And 
the  infrastructure  is  now  in  place  to 
build  in  new  services  for  the  dealer 
network,  such  as  automatic  reorder¬ 
ing  of  parts.  “We  want  to  help  our 
distributors  and  dealers  do  repairs, 
get  quick  turnaround  and  receive 
fair  market  value  for  their  services 
and  parts,”  says  Curry.  “The  word’s 
out  now  about  CAT  PC.”  BE! 


Deidre  Sullivan  is  a  freelance  writer 
based  in  Brooklyn,  N.  Y. 
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Most 

crystal  balls  tell 

fortunes. 


This  one 
helped  Kmart 

save  one 


We’re  proud  to  have  helped  Kmart  develop  their  highly  successful 
Seasonal  Merchandise  Management  application.  It  helps  Kmart  customers 
find  the  right  seasonal  products,  in  the  right  stores,  at  the  right  prices. 

It  also  won  CIO  Magazine’s  Esprit  Award  for  outstanding  return  on 
a  technology  investment.  Not  to  mention  the  eternal  gratitude  of  buyers, 
merchandisers  and  store  managers  everywhere.  Congratulations,  from 
your  friends  at  AT&T  Global  Information  Solutions. 
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In  today's  competitive  business  environment, 
your  most  important  commodity  is  time.  Especially  the  time  spent  struggling  to 
master  and  support  improved  applications.  That's  why  Productivity  Point 

International's  instructor-led  training  can  make  a  real  difference. 


Our  courses,  customized  or  standard,  are  targeted  towards  immediate  on-the-job 


ii 


transfer  of  learning.  In  addition  to  the  industry's  most  comprehensive  curriculum,  we  offer 
flexible  scheduling,  on  or  off  site  training,  and  support  systems  designed  to  bring  your  computer 
users  and  information  systems  professionals  up  to  speed.  And  keep  them  there. 

It  all  points  to  time.  Time  that  means  more  hours  in  the  day.  Because  it  PPOlllICtiVlty 

means  more  productivity  from  your  employees. 


Novell 


To  learn  how  our 


POINT 

,  ,  ^  ^  n  n  _  r_w_i  %  INTERNATIONAL- 

training  can  make  that  point  of  difference  for  you,  call  1-800-979-TIME  today.  COMPUTER  TRAINING  SERVICES 


The  Point  Is  Time 


Technic  a  l  Profile 


OLD  SYSTEM: 

Weekly  paper-based  reports 
generated  from  the  NCR/Teradata 
DBC/1012  database  server  via 
a  3278  terminal. 

NEW  SYSTEM: 

The  client/server-based  Seasonal 
Merchandise  Management 
System  (SMMS). 

Hardware:  NCR  Teradata 
DBC/1012  relational  database 
server  that  stores  and  processes 
sales  and  inventory  data; 
DOS-based  NCR  3330  486 
workstations  with  color  monitors; 
three  MVS  mainframes  for 
transferring  sales  and  inventory 
data  every  morning. 

Software:  Packaged  software 
on  workstations  includes  DOS, 
Microsoft  Windows,  Microsoft 
Excel  and  Win/CLI,  which  allows 
communication  with  the  Teradata 
server.  SMMS  was  developed 
using  the  Asymetrix  Toolbook 
language. 

Communications:  Novell  Token 
Ring  local  area  network  links 
client  workstations  with  the  Tera¬ 
data  server.  Remote  users  in  the 
United  States  have  transparent 
access  to  the  LAN  via  Kmart’s 
satellite  communications  system. 


A  Seasoned 
Performer 

The  venerable  retailer’s  bid  to  recoup  its  fortunes 
includes  a  system  that  overhauls  the  management 
of  highly  profitable  seasonal  merchandise 


_  BY  MEGAN  SANTOSUS 

WEGSCHEID  (left)  and 
CARLSON:  Pricing 
is  based  on  sales  at 
individual  stores. 
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For  retailers,  the  effective  man¬ 
agement  of  seasonal  merchan¬ 
dise  is  a  delicate  proposition. 
The  selling  window  is  of  lim¬ 
ited  duration  and  the  goal  is 
not  to  get  caught  with  too 
much — or  too  little — inventory  at 
the  wrong  point  in  the  seasonal 
cycle. 

Take  Christmas  items.  If  there 
were  no  tinsel  or  wrapping  paper 
or  spare  tree  lights  on  the  shelves 
the  week  before  Christmas,  cus¬ 
tomers  would  head  for  the  exits. 
But  if,  on  Dec.  26,  the  shelves 
were  still  well-stocked  with  these 
items,  that  too  would  be  egre¬ 
gious. 

And,  because  of  the  shorter 
selling  season,  the  profit  margins 
are  kept  higher  on  seasonal  items 
than  on  regular  stock;  so,  when  it 
comes  to  maximizing  profits,  the 
balancing  act  between  supply  and 
demand  is  all  the  more  crucial. 

If  at  first  blush  all  that  tinsel 
doesn’t  seem  like  such  a  big  deal,  it 
can  definitely  add  up.  For  ESPRIT 
Award  honoree  Kmart  Corp.,  holi¬ 
day  merchandise  totals  some  $2 
billion — and  Kmart’s  Seasonal 
Merchandise  Management  System 
(SMMS)  currently  handles  only  a 
fraction  of  the  seasonal  goods 
Kmart  sells.  (The  inaugural  project 
was  limited  to  holiday  items;  it  was 
recently  extended  to  include  back- 
to-school  merchandise,  and  there 
are  plans  for  further  expansion.) 

The  universe  of  seasonal  retail 
merchandise  is  potentially  quite 
extensive  and  might  include  such 
items  as  snow  blowers,  lawn  mow¬ 
ers,  bathing  suits  and  bags  of  peat 
moss.  Kmart,  however,  declines  to 
reveal  the  total  percentage  of  rev¬ 
enues  for  which  its  seasonal  inven¬ 
tory  accounts. 

According  to  David  M.  Carlson, 
Kmart’s  senior  vice  president  of 
corporate  information  systems, 
managing  seasonal  inventory  per¬ 
fectly  would  mean  “the  last  cus¬ 
tomer  who  wants  a  particular  item 
will  find  the  last  one  in  stock.” 

[Editor’s  note:  After  this  article 
was  reported,  Carlson  was  shifted 
out  of  Kmart’s  top  IS  spot  to  other, 


unspecified  duties,  reportedly  be¬ 
cause  of  dissatisfaction  over  prob¬ 
lems  plaguing  Kmart’s  inventory  re¬ 
plenishment  systems.] 

While  perfection  is  elusive, 
Kmart’s  use  of  client/server-based 
technology  to  fine-tune  seasonal 
merchandise  management  and 
centralize  decision  making  at  its 
Troy,  Mich.,  headquarters  is  paying 
off  big.  Through  fiscal  1996,  Kmart 
projects  a  total  return  from  SMMS 
in  the  neighborhood  of  $240  mil¬ 
lion.  Not  bad  for  an  investment  of 
roughly  $2.5  million. 

Kmart  could  certainly  use  the 
money.  Earnings  at  the  $34  billion- 
a-year  discount  department 
store  chain  have  plunged 
of  late.  Recently,  the  com¬ 
pany  announced  a  restruc¬ 
turing  effort  that  calls  for 
closing  110  stores  and  elim¬ 
inating  6,000  jobs.  Still, 
many  retail  analysts  con¬ 
tend  that  shedding  unprof¬ 
itable  stores  alone  will  not 
cure  all  of  the  company’s 
ills.  If  Kmart  hopes  to  re¬ 
turn  to  healthy  earnings,  it 
must  reduce  overhead  in 
existing  stores  and  further  exploit 
strategic  use  of  information  tech¬ 
nology,  according  to  Seth  Kranz,  a 
management  consultant  with  CSC 
in  Newton,  Mass. 

SMMS  is  a  step  in  the  right 
direction.  By  providing  buy¬ 
ers  and  planners  at  headquar¬ 
ters  with  daily  sales  and  in¬ 
ventory  data,  the  system  has 
transformed  the  way  Kmart 
manages  the  seasonal  goods  in 
2,350  stores  in  the  United  States. 
Inventory  and  pricing  decisions  are 
now  based  on  sales  performance  at 
the  individual  stores.  As  a  result, 
Kmart  can  maximize  profits  by 
preserving  full  price — and  gross 
margins — in  stores  where  sea¬ 
sonal  items  are  selling  at  or  above 
plan.  In  stores  where  sales  are  lag¬ 
ging,  the  company  can  tailor  an  ap¬ 
propriate  merchandising  strategy 
to  eliminate  inventory  by  season’s 
end. 

Since  it  was  implemented  in  fis¬ 


cal  1992,  SMMS  has  improved  sea¬ 
sonal  merchandise  sell-through — 
defined  as  the  total  number  of 
items  sold  divided  by  the  total  re¬ 
ceived — by  5  percent.  While  that 
may  not  seem  like  much,  selling 
more  seasonal  merchandise  at  the 
optimum  profit  margin,  rather  than 
at  a  loss  or  at  break-even,  trans¬ 
lates  into  millions  of  dollars.  In 
1992  and  1993,  higher  sell-through 
rates  on  seasonal  merchandise  ac¬ 
counted  for  incremental  profits  of 
$28.9  million  and  $37.2  million  re¬ 
spectively. 

Historically,  Kmart  managed 
seasonal  merchandise  chainwide, 


measuring  total  sales  against  total 
purchase  orders.  Chainwide  mark- 
downs  were  mandated  when  sales 
fell  behind  plan.  This  blanket  ap¬ 
proach  meant  there  was  no  ration¬ 
al  link  between  local  prices  and  lo¬ 
cal  demand.  Thus,  the  needed 
stimulus  of  a  price  promotion  in 
stores  where  sales  of  an  item  were 
slow  drained  profits  from  stores 
where  sales  were  brisk.  Worse,  in 
stores  with  high  demand,  the  dis¬ 
counted  price  led  to  premature  de¬ 
pletion  of  inventories,  causing 
shelves  to  empty  before  season’s 
end.  And  moving  merchandise 
between  understocked  and  over¬ 
stocked  stores  in  time  to  do  any 
good  was  both  costly  and  logisti- 
cally  difficult. 

“District  managers  manually 
took  inventory  at  each  store,”  ex¬ 
plains  David  A.  Wegscheid,  the  di¬ 
visional  vice  president  of  merchan¬ 
dising.  “There  was  no  practical 
way  to  figure  out  which  items 
could  be  transferred  by  eyeballing 


“MANAGING  SEASONAL 
inventory  perfectly  would 
mean  the  last  customer 
who  wants  a  particular 
item  will  find  the  last  one 
in  stock.” 

—David  M.  Carlson 
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KMART  CORP. 

The  Bottom  Line 


Quantifying 
IT  Expenditures 

Investment  in  Thousands 

■  Technology  purchases 
and  system  development 

H  Maintenance  and  operations 


1991 

1992 

1993 

1994 

1995 

1996 


$240  $315 


$200  $169 


$219 


$219 


Total  Cumulative  Investment 


Measuring 
Increasing  Returns 


Gross  Return*  in  Millions 


*Returns  accrued  from  reducing  inventory 
and  operating  costs  and  increasing 
sell-through  rate  at  stores.  Figures 
not  available  for  1991. 


Total  Cumulative  Return 


-f- 


the  stuff.”  Even  if  it  was  known  that 
a  store  was  running  low  on  an  item, 
it  took  too  long  to  scour  the  reports 
to  locate  stores  with  surpluses. 

It  fell  to  Joseph  G.  Lichocki,  a 
project  manager  in  corporate  sys¬ 
tems  development,  to  work  with 
Kmart’s  merchandising  group  to 
link  price  to  demand  on  a  store- 
by-store  basis.  Lichocki  was  fa¬ 
miliar  with  the  frustration  felt  by 
planners  and  buyers.  In  1987,  Kmart 
had  acquired  a  massively  parallel  re¬ 
lational-database  server  from  Terada- 
ta  (now  an  NCR  division  of  AT&T 
Global  Information  Systems).  It  was 
used  to  process  sales,  purchase-or¬ 
der  and  inventory  data.  But  there  had 
been  no  easy  way  to  view  the  data. 
While  hefty  weekly  reports  were  pro¬ 
duced,  merchants  had  to  flip  through 
hundreds  of  pages  to  find  what  they 
wanted.  What  merchants  needed  was 
daily  sales  information  that  could  be 
easily  manipulated  so  that  action 
could  be  taken  in  time. 

“Our  challenge  was  managing  the 
volume  of  data  while  providing  our 
end  users  with  ultimate  flexibility,” 
says  Lichocki,  the  architect  of  the 
SMMS.  “We  had  the  Teradata,  but 
we  weren’t  sure  how  to  make  the 
data  ‘fingertip  ready’  and  useful.”  Ac¬ 
cording  to  Lichocki,  the  system  had 
to  recommend,  execute  and  track  ac¬ 
tion  on  behalf  of  merchants.  “Any 
system  with  those  capabilities,”  he 
asserts,  “will  provide  a  return.” 

Still,  it  took  a  bit  of  effort  to  forge  a 
productive  partnership  between  the 
IS  and  merchandising  groups  be¬ 
cause,  as  Wegscheid  diplomatically 
explains  it,  “merchants  and  systems 
worked  separately  before.”  However, 
because  SMMS  was  Kmart’s  first 
venture  into  client/server  computing, 
developing  it  required  both  groups  to 
work  closely  together. 

The  information  systems  group 
enhanced  its  credibility  with  the 
merchandising  group  considerably  by 
quickly  demonstrating  the  benefits  of 
client/server;  the  first  release  of  the 
SMMS  was  delivered  in  six  weeks 
using  prototyping  and  rapid  system 
development  techniques.  Thanks  in 
part  to  this  approach,  Wegscheid  re¬ 


ports  that  IS  and  merchandising  reg¬ 
ularly  work  together  and  now  enjoy 
a  productive  and  cooperative  part¬ 
nership. 

SMMS  features  NCR  worksta¬ 
tions  linked  to  the  central  Tera¬ 
data  via  the  corporate  Novell 
LAN.  Overnight  sales  and  in¬ 
ventory  data  from  each  store  is 
automatically  uploaded  to  the 
database.  In  the  morning,  buyers  and 
planners  at  corporate  headquarters 
and  merchandising  coordinators  at 
regional  sites  can  quickly  assess  the 
status  of  seasonal  merchandise  by 
using  intuitive  graphical  user  inter¬ 
faces  to  drill  down  into  the  huge 
database.  For  example,  a  coordinator 
wondering  whether  a  merchandise 
transfer  could  eliminate  understock¬ 
ing  in  one  store  and  overstocking  in 
another  can  execute  a  query  that 
graphically  identifies  the  appropriate 
stores  and  merchandise  and  notifies 
local  store  managers  to  take  action. 
Buyers  and  planners  can  view  sales 
performance  at  a  variety  of  levels,  in¬ 
cluding  item,  department,  store  and 
region.  An  interface  with  an  existing 
system  also  lets  merchants  analyze 
performance  based  on  specific  store 
attributes;  if  anyone  wants  to  know 
how  Easter  baskets  are  faring  at 
stores  in  college  towns,  SMMS  will 
provide  the  answer  quickly. 

“Every  morning,  my  buyers  can 
see  exactly  how  many  pieces  have 
been  sold,  where  they  have  sold  and 
at  what  price,”  says  Wegscheid.  In 
addition,  the  system  lets  merchants 
better  manage  merchandise  to  meet 
sales  targets.  If  the  target  stipulates 
an  80  percent  sell-through  three 
weeks  before  the  season  ends,  a 
store  at  40  percent  can  transfer  mer¬ 
chandise,  reduce  prices,  even  change 
the  way  merchandise  is  displayed. 
(One  buyer  tracked  the  sales  of  in¬ 
flatable  pool  toys  and  saved  $300,000 
by  avoiding  a  shipment  of  merchan¬ 
dise  that  would  have  resulted  in  se¬ 
vere  overstocks.) 

“We  now  manage  every  item  end- 
to-end,  from  the  decision  to  buy  it 
and  stock  the  store,  until  it  is  sold  to 
a — hopefully — satisfied  customer,” 
says  Wegscheid.  E3E1 
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If  the  business 
decisions  are  yours, 
watch  this  space. 

What  HEWLETT* 
mUHM  PACKARD 

Computer  Systems 


1.  Standardize 
On  A  Common  GUI 
interface  That 
Makes  It  Easier 
To  Use.  Reduce 
Training  Costs 
And  Boost 
Productivity. 


2.  Protect  All  Your  Data 
With  Bulletproof  Security 
Software  That  Supports 
Every  Platform  And 
Operating  System 
Across  Your  Entire 
Enterprise. 


5.  Partner  With 
The  World’s 
Leading  Software 
Company. 


6.  Leverage  Your 
Systems  Management 
Experience,  Expertise 
And  Personnel. 


Wortjptd  UMTI 


{  UNIX  lew  View 
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Presenting  The  7  Commandments 
Of  Systems  Management  Software. 


When  choosing  your  systems 
management  software,  you 
shouldn’t  have  to  make  a  leap 
of  faith.  And  with  new 
CA-Unicenter?  you  don’t  have  to. 
Because  CA-Unicenter  is  the  sin¬ 
gle,  integrated  systems  management  solution  that 
solves  all  of  the  challenges  of  managing  client/ 


server  computing  across  heterogeneous  platforms. 

So  call  today  for  more  information  about  the 
systems  management  software  you  can  believe  in: 
CA-Unicenter. 

Call  1-800-225-5224,  DepL  1 01 01 
For  More  Information  And 
10  Register  For  The  CA-Unicenter 
Software  Giveaway. 


(computer 

/associates 

Software  superior  by  design. 


CA-Unicenter 

Integrated  Client/Server  Systems  Management  Software 

©  Computer  Associates  International,  Inc.,  Islandia,  NY  11788-7000.  Offer  good  in  U.S.  and  Canada  only  All  other  product  names  referenced 
herein  are  trademarks  of  their  respective  companies  Requirements  for  Software  Giveaway  available  through  toll-free  number. 


ILLUSTRATION  BY  ROBERT  PRINCE 


TECHNOLOGY  BUYING  SURVEY 


What  are  you  buying?  Our  research  group  surveyed  readers 
and  came  up  with  a  list  of  leading  technology  vendors  and  products 

in  five  software  and  hardware  categories. 


A 

10’s  second  annual  Readers’ 

W  Choice  Awards  survey  set 
out  to  learn  which  particular 
brands  of  technology  you’ve 
been  spending  your  money  on. 

Not  surprisingly  we  turned  up 
rosters  of  household  names.  Last 
summer,  IDG  Research  Services 
(a  sister  company  of  CIO  Communi¬ 
cations)  polled  random  cuts  of  the  CIO 
subscriber  list  to  find  out  which  vendors 
our  readers  put  at  the  head  of  the  class  in 
each  of  five  technology  categories:  PC/work¬ 
station  hardware,  Macintosh  software, 
0S/2-based  software,  Windows-based 
software  and  Unix-based  software. 


For  the  five  technologies,  respondents 
were  asked  to  associate  particular  brand 
names  with  relevant  positive  perfor¬ 
mance  attributes.  In  each  category,  1,500 
surveys  were  mailed.  Response  rates 
ranged  from  31.4 


A  percent  (for  Unix 
users)  on  the  low 
\y  end  to  42  percent 
(for  PC/worksta¬ 
tion  hardware)  on 
the  high  end.  In  the  fol¬ 
lowing  pages,  we  pre¬ 
sent  the  tabulations  in 
five  charts.  Here,  then,  is 
what  you’re  buying: 


Companies  in  the  follow¬ 
ing  charts  are  awarded 
the  “Clean  Sweep  Award” 
for  achieving  all  of  the 
characteristics  in 
their  category. 


PC /Workstation  Award  Winners 


Brand 

Consider 

Best  Price/ 

Leadership 

Best  Return  Best  Quality 

Best  Service 

Awareness 

for  Purchase 

Performance 

in  Technology 

on  Investment 

and  Support 

486  Desktop  IBM  Tie:  Gateway 

PCs  Compaq 

IBM 


586/Pentium  Compaq  Compaq  Compaq 

Desktop  PCs 


Non-RISC  Digital  Digital  HP 

Workstations 


RISC-Spare  Sun  Sun  Sun 

Workstations 


Compaq  Compaq 


Compaq  Compaq 


Compaq 


IBM 


Compaq 


RISC-MIPS  Digital 

Workstations 


Other  RISC  IBM 

Workstations 


Notebook  Compaq 

PCs 


Digital 

Digital  Silicon  Graphics 

Digital  Digital 

Digital 

IBM 

IBM  IBM 

IBM  IBM 

IBM^ 

IBM 

Compaq  IBM 

Compaq  Tie: 

Compaq 

IBM 

IBM 
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Windows-Platform  Award  Winners 


Brand  Consider  Ease  of  Use  Best  Service  Best  Features  Best  Preferred 

Awareness  for  Purchase  and  Support  Documentation  Business  Partner 


DBMS 


MS*  Access 


MS  Access 


MS  Access 


MS  Access 


MS  Access 


MS  Access 


Spreadsheet 


Tie:  MS  Excel 
Lotus  1  -2-3 


MS  Excel 


MS  Excel 


MS  Excel 


MS  Excel 


MS  Excel 


MS  Excel 


Word 

Processing 


WordPerfect 


MS  Word 


MS  Word 


MS  Word 


MS  Word 


MS  Word 


Desktop 

Publishing 


Aldus 

PageMaker 


Aldus 

PageMaker 


Aldus 

PageMaker 


Aldus 

PageMaker 


Aldus 

PageMaker 


Aldus 


MS  Word 


Aldus 


PageMaker  PageMakei 


Draw  and 
Illustration 


CorelDRAW! 


CorelDRAW! 


CorelDRAW! 


CorelDRAW! 


CorelDRAW! 


CorelDRAW! 


- 


Presentation 

Graphics 


MS 

PowerPoint 


MS 

PowerPoint 


MS 

PowerPoint 


MS 

PowerPoint 


MS 

PowerPoint 


MS  MS 

PowerPoint  PowerPoint. 

— 


CoBlDRAW 


CASE 

Knowledgeware 

Texas  Instruments 

Knowledgeware 

Knowledgeware 

Knowledgeware 

ADW** 

IEF*** 

ADW 

ADW 

ADW 

Software 

MS 

MS 

MS 

MS 

MS 

Suites 

Office 

Office 

Office 

Office 

Office 

■BUM  m  m • - — - - — mm?- '  ■ 

*  Microsoft  **  Application  Development  Workbench  ***  Information  Engineering  Facility 


Knowledgeware 


Knowledgeware 


1 


Brand 

Awareness 

Consider 
for  Purchase 

Ease  of  Use 

Best  Service 
and  Support 

Best  Features 

Best 

Documentation 

Preferred 
Business  Partner 

DBMS 

Borland 

Paradox 

Oracle 

Borland 

Paradox 

IBM 

DB2/2 

Oracle 

Oracle 

Oracle 

Spreadsheet 

Lotus  1-2-3 

MS*  Excel 

MS  Excel 

MS  Excel 

MS  Excel 

MS  Excel 

MS  Excel 

Word 

Processing 

WordPerfect 

MS  Word 

MS  Word 

WordPerfect 

MS  Word 

MS  Word 

MS  Word 

Desktop 

Publishing 

Corel  Ventura 
Publisher 

Corel  Ventura 
Publisher 

Corel  Ventura 
Publisher 

Corel  Ventura 
Publisher 

Corel  Ventura 
Publisher 

Corel  Ventura 
Publisher — ■ — 

Corel  Ventura  /« 
Publisher  Asj 

Graphics 

Lotus 

Freelance 

Lotus 

Freelance 

Lotus 

Freelance 

Lotus 

Freelance 

CorelDRAW! 

Lotus 

Freelance 

Lotus 

Freelance 

CASE 

Knowledgeware 

ADW** 

Oracle 

CASE 

Knowledgeware 

ADW 

Knowledgeware 

ADW 

Knowledgeware 

ADW 

Knowledgeware 

ADW 

Knowledgeware 

ADW 

*  Microsoft  **  Application  Development  Workbench 
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explaining  to  customers  like  these 
that  their  bowls  are  empty  because  your 
data  network  went  down. 


Reliability.  In  a  word,  that’s  why  Hill’s  Pet  Nutrition 
chose  AT&T  data  communications  services. 

After  all,  Hill’s  wouldn’t  have  such  a  loyal  customer 
following  if  it  weren’t  for  the  trusted  quality  of  their 
pet  food.  So  it’s  only  natural  that  Hill’s  would  insist 
upon  a  trusted  data  network. 

One  tiny  problem  with  Hill’s  data  network 
could  cause  big  distribution  delays.  And  that  could 
mean  empty  bowls  for  more  than  a  few  Mutleys  and 
Muffins. 

But  that’s  not  likely  to  happen.  Thanks  to 
ACCUWANSM  Services,  a  turnkey,  managed-LAN  inter¬ 
networking  solution.  It’s  designed,  implemented,  man¬ 


aged  and  maintained  by  AT&T  network  specialists. 

From  a  dedicated  center,  AT&T  monitors  all  of 
Hill’s  wide-area  data  network  components.  And  if 
there’s  ever  any  problem,  it’s  located  and  corrected 
faster  than  you  can  say  “fetch’.’ 

So  Hill’s  can  concentrate  on  more  important 
aspects  of  their  business.  Like  feeding  the  Boomers 
and  the  Bingos  of  the  world. 

►  To  find  out  how  your  data  network  can  lead  a 
long,  healthy  life,  call  1 80  0  332-7FAX,  Ext.  600. 
But  call  today.  You  wouldn’t 
want  your  data  network  to 
keep  any  customers  waiting. 


AT&T  For  the  life  of  your  business.' 


©  1995  AT&T 


AT&T 


Macintosh-Platform  Award  Winners 


DBMS 


Brand 

Awareness 

MS* 

FoxBase/FoxPro 


Consider 
for  Purchase 

Oracle 


Ease  of  Use 


Best  Service 
and  Support 


MS  MS 

FoxBase/FoxPro  FoxBase/FoxPro 


Best  Features 


Oracle 


Best 

Documentation 


Preferred 
Business  Partner 


MS  MS 

FoxBase/FoxPro  FoxBase/FoxPro 


Word 

Processing 


MS  Word 


Desktop 

Publishing 


Aldus 

PageMaker 


Aldus 

PageMaker 


Aldus 

PageMaker 


Aldus 

PageMaker 


Aldus 

PageMaker 


Aldus  Aldus 

PageMaker  PageMaker 


Draw  and 
Illustration 


Adobe 

Illustrator 


Adobe 

Illustrator 


Claris 

MacDraw  II/Pro 


Claris 

MacDraw  II/Pro 


Adobe 

Illustrator 


Claris 

MacDraw  II/Pro 


Claris 

MacDraw  II/Pro 


Presentation 

Graphics 


MS 

PowerPoint 


MS 

PowerPoint 


MS 

PowerPoint 


MS 

PowerPoint 


MS 

PowerPoint 


gjuiywiMini  am 


MS 

PowerPoint  ■— 


MS 
PowerPoint 


CASE 

Sybase  Deft 

Tie:  ES** 

ES 

ES 

ES 

ES 

Tie:  ES 

MacAnalyst/Expert 

MacDesigner/ 

MacDesigner/ 

MacDesigner/ 

MacDesigner/ 

MacDesigner/Expert 

Sybase  Deft 

Expert 

Expert 

Expert 

Expert 

Sybase  Deft 

Microsoft 

**  Excel  Software 

Unix-Platform  Award  Winners 


DBMS 


Brand 

Awareness 

Consider 
for  Purchase 

Ease  of  Use 

Best  Service 
and  Support 

Best  Features 

Best 

Documentation 

Oracle 

Oracle 

Oracle 

Oracle 

Oracle 

Oracle 

Lotus  1  -2-3 

Lotus  1  -2-3 

Lotus  1-2-3 

Lotus  1-2-3 

Lotus  1-2-3 

Lotus  1  -2-3 

Preferred 


Oracle 


Word 

Processing 


WordPerfect 


WordPerfect 


WordPerfect 


WordPerfect 


WordPerfect  WordPerfect 


WordPerfect 


Desktop 

Publishing 


FT* 

FrameMaker 


Interleaf 


FT 

FrameMaker 


FT 

FrameMaker 


FT 

FrameMaker 


FT 

FrameMaker 


FT 

FrameMaker 


Graphics 


Lotus 

Freelance 


Lotus 

Freelance 


Lotus 

Freelance 


Lotus 

Freelance 


Lotus 

Freelance 


Lotus  Lotus 

Freelance  Freelance 


CASE 


Oracle 

CASE 


Oracle 

CASE 


Oracle 

CASE 


Oracle 

CASE 


Oracle 

CASE 


Oracle  Oracle 

CASE — #  CASE 


CA**  CA  CA  CA  CA  CA  CA 

CA-UNICENTER  CA-UNICENTER  CA-UNICENTER  CA-UNICENTER  CA-UNICENTER  CA-UNICENTER  CA-UNICENT 


Security 

Frame  Technologies  **  Computer  Associates 
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“We  want  to  be  competitive  in  today’s  global 


marketplace.  And  MDIS  Chess  gives  us  the 
blueprint  for  worldwide  success.” 


“MCD  was  formed  when  Maytag’s  V.P.  of  Sales,  Mike 
McDavitt,  bought  out  the  Maytag  plant  that  makes  Magic 
Chef  microwave  ovens  and  dehumidifiers.  When  Mike 
bought  the  company,  they  were  losing  money  and 
Maytag’s  computer  systems  were  in  Cleveland.  We  had 
to  be  off  their  computers  fast. 


“I  believe  that  Chess  is  going  to  be  a  major 
player  in  the  manufacturing  software  of  the 
future.  I  think,  from  the  user’s  standpoint,  it’s 
the  best  software  out  there.  And  since  it  is  large 
enough  to  allow  us  to  grow,  we  won’t  have  to  go 
out  and  purchase  more  software.” 

Find  out  how  you  can  make  your 
company  take  off  by  using  easy-to- 
implement  MDIS  Chess.  Call  MDIS 
Chess  at  800-223-3799  for  all  the  details. 


“When  I  got  here,  they  had  already  purchased  the  MDIS 
Chess  software.  We  got  hardware  from  Hewlett  Packard 
and  did  the  total  implementation  in  about  a  month  and 
a  half. 


“Chess  has  allowed  MCD  to  become  a  standalone 
company  in  a  short  period  of  time.  One  of  the  benefits 
we’ve  gotten  from  Chess  is  that  we  have  a  very  small 
managerial  staff.  But  also  it’s  very  easy  for  us  to 
model  Chess  —  Chess  allowed  us  to  set  up  our 
business  using  a  paradigm  that  was  already  there. 


“To  become  a  global  competitor,  we’re  going  to 
have  to  become  ISO  9000  compliant.  Quality 
improvement  was  part  of  our  original  business 
plan,  and  Chess  is  easily  going  to  be  able  to 
help  us  attain  this  goal. 


Scott  Minter 

Information  Systems  Manager 
MCD,  Inc. 


THE  MANUFACTURING  EDGE 


McDonnell  information  SYSTEMS 


©  1994  McDonnell  Information  Systems  Limited.  Chess  is  a  trademark,  and  MDIS 
is  a  registered  trademark  of  McDonnell  Information  Systems  Limited.  TSG  3399 


TON 


GREAT  WORKS  OF  ART  DON'T  JUST  HAPPEN.  NEITHER  DO 


SUCCESSFUL  INFORMATION  SYSTEMS. 


LIKE  SCULPTORS,  l/T  CONSULTANTS  MUST  CAREFULLY 


BALANCE  SEEMINGLY  OPPOSING  FORCES:  THE  DESIRE  FOR 


TECHNOLOGICAL  INNOVATION  MUST  BE  WEIGHED  AGAINST 


BUSINESS  GOALS  AND  USER  NEEDS. 


THAT'S  WHY  BOOZ-ALLEN  STARTS  AT  THE  BEGINNING  ON 


ALL  CLIENT  ASSIGNMENTS.  OUR  INDUSTRY  STRATEGISTS  AND 


OPERATIONS  EXPERTS  WORK  FROM  DAY  ONE  WITH  OUR 


INFORMATION  TECHNOLOGISTS  TO  GAIN  AN  UNDERSTANDING 
OF  WHERE  OUR  CLIENTS  ARE— FROM  AN  OVERALL  BUSINESS 


PERSPECTIVE— TODAY...  AND  WHAT  THEIR  GOALS  AND 
STRATEGIES  ARE  FOR  TOMORROW. 

BOOZ-ALLEN'S  MULTI-DISCIPLINARY  APPROACH 
ENSURES  THAT  WE  TAKE  THE  CONCERNS  OF  BOTH  BUSINESS 
AND  INFORMATION  EXECUTIVES  INTO  ACCOUNT  ON  EVERY 
l/T  ASSIGNMENT.  WEIGHING  THE  NEEDS  OF  THE  BUSINESS 
AND  APPLYING  THE  RIGHT  TECHNOLOGIES,  WE  DEVELOP 
SYSTEMS  THAT  FURTHER  THE  OVERALL  GOALS  OF  THE 
ENTERPRISE...  SYSTEMS  AT  THE  HEART  OF  OUR  CLIENTS' 
BUSINESS...  SYSTEMS  THAT  DRIVE  SUCCESS. 


FYI 


Only  Connect 

It  used  to  be  that  a  good  product 
was  enough  to  ensure  a  company 
reasonable  success.  But  today, 
good  customer  service  and  market 
communications  are  just  as  impor¬ 
tant;  companies  that  don’t  know  it 
are  almost  guaranteed  to  suffer. 

Traditionally,  most  organizations 
have  relied  upon  a  variety  of  sepa¬ 
rate  help-desk,  market-information, 
E-mail,  bulletin-board  and  other  sys¬ 
tems  to  manage  their  communica¬ 
tions  with  customers  and  others. 
But  BateTech  Software  Inc.’s  Cus¬ 
tomer-One  is  a  fully  integrated  and 
automated  market-interaction  and 
end-user  support  system.  Based  on 
a  client/server  design,  Customer- 
One  is  a  groupware  solution  that 


connects  customers — as  well  as 
distributors,  suppliers  and  field 
staff — with  your  company.  It  offers 
sophisticated,  easy-to-use  online 
ordering  and  technical  assistance, 
gathers  market  intelligence,  de¬ 
creases  response  time  and  lets 
users  access  your  company’s  prod¬ 
uct  database  directly  via  a  customiz¬ 
able  Windows  interface. 

Features  include  a  full-text  knowl¬ 
edge  base  search-and-retrieval  en¬ 
gine,  a  customizable  self-help  desk, 
an  information-dissemination  capa¬ 
bility,  a  software-distribution  system, 
and  E-mail  and  interactive  online 
conferencing.  Multiple  levels  of  ac¬ 
cess  are  available  for  internal  and  ex¬ 
ternal  audiences. 

Customer-One  requires  Microsoft 
Corp.’s  Windows  NT  3.1  or  NT  Ad¬ 
vanced  Server  3.1  and  Microsoft 
SQL  Server  4.2  for  Windows  NT.  An 
entry-level  system  costs  less  than 
$3,500.  For  more  information,  con¬ 
tact  BateTech  at  303  763-8333. 


Local  Mobility 

Portable  computing  is  great,  but  an 
increasing  number  of  business  appli¬ 
cations  require  being  connected  to  a 
local  network.  Zenith  Data  Systems’ 

CruisePAD  works  in  conjunction  with 
the  company’s  CruiseLAN  wireless 
product  line  to  provide  locally  mobile 
users  with  the  computing  power,  appli¬ 
cations  and  storage  capacity  of  PCs  and 
networks. 

CruisePAD  enables  users  to  wire¬ 
lessly  control  a  desktop  or  notebook  PC 
while  walking  around  the  sales  floor  with 
a  customer,  visiting  patients  or  working 
with  a  project  team.  When  used  in  con¬ 
junction  with  a  PC  equipped  with  the 
company’s  CruiseLAN/ISA  or  Cruise¬ 
LAN/ PCMCIA  card,  it  allows  users  to 
work  with  all  DOS  and  Windows  applica¬ 
tions  running  on  a  desktop  or  notebook 
host  and  provides  access  to  any  network 
capabilities  available  to  that  host. 

The  CruisePAD  communicates  via  a  wireless  spread-spectrum  radio,  sending  input 
commands  to  the  host  PC  or  a  networked  access  point  and  receiving  display  updates  in¬ 
stantly.  The  normal  range  of  500  feet  can  be  extended  with  additional  products. 

The  device’s  8.5-inch  backlit  screen  displays  the  video  output  of  the  host  computer  and 
supports  user  input  via  a  configurable  onscreen  keyboard,  stylus/touch-activated  inte¬ 
grated  digitizer  panel  or  optional  external  keyboard.  Weighing  about  3.2  pounds  and  mea¬ 
suring  approximately  10.6  by  9.8  inches,  CruisePAD  can  easily  be  held  with  one  hand  and 
operated  with  the  other,  according  to  the  company. 

CruisePAD  sells  for  $1,399.  The  CruiseLAN/ISA  card  is  $595,  the  PCMCIA  card  is 
$695,  and  the  Access  Point  is  $1,895.  For  more  information,  call  800  533-0331. 

Remote  Mail  Call 


Electronic  mail  may  be  the  great  leveler  as  far  as  business  communications  are  con¬ 
cerned,  but  it  can  also  prove  a  great  barrier  when  it  comes  to  accessing  mail  from  a  re¬ 
mote  location.  Travelers  complain  about  struggling  with  unfriendly  gateway  software, 
and  accountants  reviewing  phone  bills  complain  about  the  high  price  of  reading  and  an¬ 
swering  electronic  mail  via  a  remote  link. 

To  ease  messaging  hassles,  CommTouch  Software  Inc.  has  developed  Pronto,  a  Win¬ 
dows-based  communications  software  package  that  lets  users  access  the  Internet  or  Unix- 
based  E-mail  via  point-and-click  interfaces,  without  having  to  deal  with  command-based 
communications  packages.  Users  can  upload  and  download  mail  and  read  and  respond  to 
messages  offline  without  leaving  the  Windows  environment.  Pronto  organizes  messages 
into  electronic  file  folders;  it  also  prioritizes  and  filters  mail. 

To  set  filtering  parameters,  users  click  on  “filter”  in  the  pull-down  menu  and  direct  the 
system  to  eliminate  certain  types  of  messages — for  instance,  those  from  particular  de¬ 
partments  or  people,  those  relating  to  certain  subjects  or  those  not  directly  addressed  to 
them.  To  prioritize,  a  user  specifies  which  messages  she  wants  to  see  first,  say  those  from 
her  supervisor  and  her  direct  reports. 

The  $99  software  runs  on  IBM-compatible  PCs  with  Microsoft  Corp.’s  Windows  3.1,  at 
least  3MB  of  disk  space  and  an  asynchronous  modem.  For  more  information,  contact 
CommTouch  at  415  578-6580. 
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After  A  Network  Problem  Threatened 
To  Shut  Down  His  Company’s 
M  i  s  s  i  o  n  -  C  r  i  t  i  c  a  I  Applications, 

WHAT  DID  DAVE  DO? 


m 

hat  s  because  there  was  really  no  reason  to 
worry.  Dave,  like  managers  at  more  than 
3,000  organizations  around  the  world,  knew  he 
could  depend  on  Unison  Software’s  networked 
systems  management  solutions  to  keep  not  only  his 
mission-critical  applications  running,  but  all  his 
other  processing  as  well.  Unison’s  products  were 
designed  for  distributed  systems  from  the  outset — 
redundant  management  platforms  take  over  if 
there’s  a  failure  of  the  primary  host  or  network  links 


to  the  primary.  Unison  Maestro,  Load  Balancer  and 
Express  are  reliable,  commercial-strength  workload 
management  products  for  distributed  computing. 
Across  both  the  network  and  the  enterprise.  On  all 
the  most  popular  UNIX  and  open  systems  platforms. 
And  the  products  are  supported  by  Unison’s  nearly 
10  years  of  experience  helping  companies  manage 
demanding  commercial  processing  environments.  So 
if  you’d  rather  have  your  managers  going  to  lunch 
instead  of  going  berserk,  call  Unison  Software  today. 


675  Almanor  Avenue 
Sunnyvale,  California  94086 
(408) 245-3000 


811  Barton  Springs  Road 
Austin,  Texas  78704 
(512)  478-0611 


Name:  Donald  R  Riley  Title:  Associate  Vice-President  for  Academic  Affairs  Company:  University 
of  Minnesota  IT  Budget:  Approximately  $37  million  “Although  our  problems  are  not  exactly 
the  same  as  those  of  the  mqjor  corporations,  there  is  much  overlap.  CIO  is  a  window  to 
what’s  going  on  in  the  corporate  world-one  that  is  very  helpful  to  me.’’  IT  Responsibilities 

f"fOW  dOGS  *  Plans/coordinates  all  academic 

University  of  Minnesota 
wake  the  grade? 

Py  concentrating  on  IT. 


computing  and  IT  •  Oversees 
approximately  thirty  mainframes 
and  servers,  electronic  mail,  and 
news  services  •  Provides  distrib¬ 


utive  computer  and  PC  support  hardware/software  demonstrations,  network  services, 
classroom  technology,  distance  education  delivery,  on-campus  support  for  over  20,000 
Internet  Protocol  addresses  IT  Purchase  Involvement  •  Approves  purchasing  for  central 
systems  and  public  labs  •  Coordinates  purchasing  with  libraries  •  Manages  &  supports  site 
licenses  •  Recommends  vendors  to  various  decentralized  departments  Large  8.  Mid-Range 
Systems  •  IBM  ES9000s,  VAX  Clusters,  OEMs,  MIPS  processors,  and  one  Cyber  •  Client/server 
systems-.  IBM  RS600s  and  SUNs.  •  ATM  pilots  underway  End-User  Computing  •  1500  UNIX 
workstations:  SUN,  Silicon  Graphics,  and  IBM  RS600s.  •  HP  and  Deskwork  stations  •  12,000- 
13,000  Macs  and  PC  compatibles  •  E-mail  and  Internet  •  In-house  software  for  the  PC 
Windows  and  Mac  environments  •  If  you  want  to  reach  an  influential  audience  of 


80,000  information  executives  like  Donald,  make  sure  CIO  is  at  the 
top  of  your  media  buy.  For  readership  demographics  and  adver¬ 
tising  information,  call  508-935-^0^0. 
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NeXTWORLD,  Super  Juegos  Magazine  (GamePro),  PC  World  Espana,  Publish;  SWEDEN’S  Attack. 
ComputerSweden,  Corporate  Computing,  Macworld.  Mikrodatorn,  Natverk  &  Kommunikation,  PC  World, 
Publishing  &  Design  (CAP),  Datalngenjoren,  Maxi  Data, Windows  World;  SWITZERLAND’S 
Computerworld  Schweiz,  Macworld  Schweiz,  PC  Tip;  TAIWAN’S  Computerworld  Taiwan.  PC  World 
Taiwan;  THAILAND’S  Thai  Computerworld;  TURKEY’S  Computerworld  Monitor.  Macworld  Turkiye,  PC 
World  Turkiye;  UKRAINE’S  Computerworld;  UNITED  KINGDOM’S  Computing  /Computerworld, 
Connexion/Network  World,  Lotus  Magazine,  Macworld,  Open  Computing/Sunworld  UNITED  STATES’ 
Advanced  Systems,  AmigaWorld,  Cable  in  the  Classroom,  CD  Review,  CIO,  Computerworld,  Digital  Video. 
DOS  Resource  Guide,  Electronic  Entertainment  Magazine  (E2),  Federal  Computer  Week,  GamePro,  IDG 
Books.  Infoworld.  Laser  Event,  Macworld,  Multimedia  World,  Network  World.  PC  Letter,  PC  World, 
PlayRight,  Power  PC  World,  Publish,  SWATPro,  Video  Event;  VENEZUELA’S  Computerworld  Venezuela, 
PC  World  Venezuela;  VIETNAM’S  PC  World  Vietnam. 
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Cylink  has  the  world  locked  up. 

You  can  secure  your  information  globally.  You  just  need  the  right  security  partner.  Only 
Cylink  has  spent  the  last  ten  years  building  a  support  organization  in  over  80  countries — 
working  successfully  with  local  governments,  customs,  and  communications  infrastructures. 
We  can  secure  everything  from  applications  on  a  laptop  to  global  wide-area  networks,  from 
telephones  to  high-speed  data  links.  We  secure  information  for  most  of  the  world’s  money 
center  banks,  Fortune  500  companies, 
and  government,  police,  and  military 
organizations.  Because  of  our  experi¬ 
ence,  it’s  easier  than  you  think  to  keep 
your  information  safe.  Contact:  Cylink 
Corporation,  910  Hermosa  Court, 

Sunnyvale,  California,  USA,  94086. 

Telephone:  408-735-5800,  FAX:  408- 
720-8294.  Toll-free  (USA):  800-533- 
3958.  Worldwide  sales  &  support. 


England:  Cylink,  Ltd.,  Hampshire— TEL:  +44-256-841919  •  FAX:  +44-256-24156 
Singapore:  Cylink  Corporation — TEL:  +65-336-6577  •  FAX:  +65-334-1429 

©  1994  Cylink  Corporation.  Cylink  is  a  registered  trademark  of  Cylink  Corporation. 


Continued  from  Page  76 
“Um.  Hi.  This  is  Artie.” 

“Artie  who?” 

“Um. . .  Artie  Intelligence. ...” 
“Eeeeuuuuwwwwww!  Well,  you’ve 
certainly  (definitely,  absolutely,  posi¬ 
tively)  come  to  the  right  (correct, 
apropos,  copacetic)  place.” 

And  so  forth.  Now,  at 
least,  people  don’t  often 
snicker  when  the  topic  turns 
to  expert  systems.  And  this 
(in  a  roundabout  way),  is 
what  I  find  intriguing  about 
all  of  the  client/server  thises 
and  thats:  I  think  we’ve  seen  them 
before.  As  Yogi  said,  “It’s  deja  vu  all 
over  again.” 

■  RECALL  THAT  I  USED  to  apply  a 
notion  called  distributed  process¬ 
ing.  To  refresh  your  memory,  this 
was  the  neat  idea  that,  where  feasi¬ 
ble,  processing  could  best  be  done  at 
a  point  closest  to  where  the  relevant 
work  was  actually  occurring — such 
as  in  a  bank  or  insurance  company’s 
branch  offices  on  relatively  inexpen¬ 
sive  smart  workstations  rather  than 
on  the  costly,  water-cooled  mega- 
MIPS  heavy  iron  in  some  distant  data 
center.  It  didn’t  work  all  that  well  (al¬ 
though  some  insurance  companies 
and  banks  were  rumored  to  have 
made  headway  on  the  problem  with 
things  called  3790s,  or  something).  I 
hear  that  distributed  processing 
works  somewhat  better  now  and 
may  in  fact  be  catching  on,  but  I  sure 
don’t  ever  see  the  term  used  any¬ 
where  nowadays. 

It’s  not  unusual  to  encounter  con¬ 
ceptual  hysteria,  whereby  every¬ 
body  latches  on  to  some  idea  that 
sounds  good  and  utopian.  (Salary 
caps  had  that  effect  last  fall,  if  you 
can  remember  that  far  back.)  You 
may  also  recall  the  famous  “para¬ 
digm  shift,”  which  enjoyed  a  fleet- 
ingly  frenzied  vogue  not  so  long 
ago — and  I  still  don’t  know  what  one 
is.  But  for  a  while  there,  everyone 
either  had  to  have  one  or  be  well  on 
the  way  to  getting  one,  or  else  they 
just  weren’t  a  fully  participating 
player  in  the  economy. 

What  bothers  me  about  client/ 
server  is  that  it  was  always  a  good 


idea  to  keep  an  application  current 
with  the  needs  of  the  business  and 
running  in  a  productive  way  on  the 
most  efficient  and  economical  ma¬ 
chines  available.  That’s  why  we 
don’t  have  paper  tape  and  card 
punches  anymore.  And  it  was  always 


a  good  idea  to  keep  an  IS  organiza¬ 
tion  relevant  to  the  business  to  avoid 
its  becoming  an  end  in  itself,  insular 
and  remote  from  where  the  enter¬ 
prise  was  headed.  And  I’m  not  sure 
we  need  to  give  a  new  name  to  what 
amounts  to  nothing  more  than  just 
doing  our  jobs  competently.  If  we  are 
wedded  to  a  particular  way  of  doing 
things  that  is  no  longer  the  most 
cost-effective  for  our  business,  then 
we  need  to  change — and  to  lead  the 
change.  But  I  don’t  ever  remember 
being  a  mainframe  CIO.  Do  you? 
The  object  is  to  apply  whatever 
technology  works  best  for  the  busi¬ 
ness — whether  it’s  a  mainframe,  a 
client  or  a  server.  We  have  to  make 
sure  we’re  being  smart  and  not  just 
hip  in  making  decisions  about  these 
things. 

If  you  don’t  stay  current,  you’re 
dead.  And  if  you  don’t  stay  relevant, 
you’re  dead  too.  You  can  give  what¬ 
ever  name  you  want  to  this — 
reengineering,  resizing,  relevanti- 
zing,  smartdowning. . . .  Call  it  what 
you  will. 

And  after  all  the  faddish  client/ 
server  furor  is  stripped  away,  I’m  not 
so  sure  we’re  making  very  much 
progress.  For  example,  I  read  an  arti¬ 
cle  recently  in  which  an  experienced 
CIO  was  quoted  saying  that  he  was 
dealing  with  vendors  that  hadn’t 
even  existed  as  recently  as  two  or 
three  years  ago.  This  worried  him  a 
bit.  In  another  article,  an  equally  ex¬ 
perienced  CIO  was  quoted  opining 
that  the  use  of  proven  technologies 
and  techniques  was  one  of  his  “criti¬ 
cal  success  factors”  (remember 
them?).  I  have  trouble  rationalizing 


the  situation  of  the  first  CIO  with  the 
observation  of  the  second:  How  can 
you  have  a  proven  technology  from  a 
company  that  wasn’t  on  the  books 
two  or  three  years  ago? 

Then  I  saw  that  MIT’s  Lincoln 
Labs  had  recently  finished  a  techni¬ 
cal  audit  of  a  big  Federal  Avia¬ 
tion  Administration  conver¬ 
sion.  But  while  the  audit 
described  the  architecture  as 
“robust”  (which  used  to  be  a 
euphemism  for  overdesigned 
and  really  expensive),  it  noted 
that  the  code  was  poorly  doc¬ 
umented.  How’s  that  for  a  brand- 
new  problem?  You’d  think  we  could 
have  fixed  that  one  by  now. 

Shortly  after  reading  about  the 
FAA  audit,  I  was  doing  a  bit  of  holi¬ 
day  shopping  by  phone.  I  called  one 
of  the  major  (and  I  do  mean  major ) 
mail-order  houses  and,  after  slews  of 
busy  signals,  was  eventually  con¬ 
nected  to  a  recording  that  informed 
me  of  how  a  recent  computer  con¬ 
version  had  screwed  up  ordering  for 
a  four-week  period.  (It  was  phrased 
more  tactfully  than  that,  but  that’s 
what  it  came  down  to.  I  myself  recall 
putting  out  coy  messages  like  that 
20  years  ago.)  When  I  finally  did  get 
to  an  operator,  who  was  very  tired 
and  apologetic,  I  was  overcome  with 
sympathy.  I  said,  “I  guess  your  com¬ 
puter  guys  are  fixing  the  system 
again,  huh?”  And  she  said,  “Yeah. 
Every  time  it  starts  getting  better, 
they  want  to  change  it  again.” 

Where  have  I  seen  this  picture  be¬ 
fore? 

If,  in  moving  to  these  new  venues, 
we  keep  repeating  the  mistakes  of 
the  past,  does  this  really  count  as 
progress?  I  want  to  make  a  case  for 
good  management,  rigorous  testing, 
knowing  what  the  heck  you’re  doing 
and  not  leaping  to  something  just  be¬ 
cause  everyone  else  is.  That’s  not 
reengineering;  it’s  engineering.  BE] 


WE  Dyle  is  the  pseudonym  of  a  work¬ 
ing  CIO  whose  observations  appear 
regularly  in  “CIO  Confidential.” Let 
us  know  what  you  think  of  this  col¬ 
umn  by  calling  Executive  Editor  Lew 
McCreary  at  508  935-4618,  or  by  send¬ 
ing  E-mail  to  ciomag@mcimail.com. 


Whatever  flavor  of  the  moment  anyone 
happens  to  be  into,  you  are 
dullsville  if  you  are  not. 
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It  gives  you  more  control  over  the  flow  of  vital  business 
information.  It  protects  the  biggest  equipment  investment  you’ll 
ever  make.  It  saves  you  tons  of  time.  What  one  networking  tool 
can  do  all  this?  NetWorkT+Interop  95  Las  Vegas. 

See  more  than  600  leading  vendors  demonstrating  all 
their  latest  products.  Watch  ATM,  high-speed  networking,  the 
Internet,  client-server  and  more 
work  together.  Best  of  all,  test 
solutions  that  are  vital  to  your 
business  on  the  world’s  most 
diverse,  fully  deployable  gigabit 
network:  the  InteropNef. 

You  can  also  get  hands- 
on  experience  at  our  Network  L 


Applications  Test  Drive  Center.  See  in-depth,  multivendor 
demonstrations  of  the  hottest  high-speed  networking  technolo¬ 
gies  at  our  exclusive  Solutions  Showcases  .  Check  out  new, 
cutting-edge  Internet  products  and  services  on  the  expo  floor. 
Even  tour  the  InteropNet  to  get  a  first-hand  look  at  how  the 
most  talked  about  technologies  are  being  implemented  in  a 

real,  live  network  environment. 

Don’t  miss  the  industry’s 
premier  interoperability  event. 
NetWorld+Interop  is  the  fastest, 
easiest  way  to  see  all  the  top 
networking  solutions.  So  what 
are  you  waiting  for?  Order  your 
FREE  show  badge  today. 


~SAVE  $50— MAIL/FAX  THIS  FOR  YOUR  FREE  PASSp 


Name 


M60 


Company. 

Address 


City,  State,  Zip. 


Phone/Fax. 


Fax:  415-525-0199  •  Mail:  N+l  95,  P.O.  Box  5855,  San  Mateo,  CA  94402-0856 


NETWORLDTINTEROP 

EXHIBITION  RUNS  MARCH  28-30  •  CONFERENCE  RUNS  MARCH  27-31 
LAS  VEGAS  CONVENTION  CENTER  •  CALL  800-488-2883  FOR  MORE  INFORMATION 


©  1994  SOFTBANK  Exposition  and  Conference  Company  (SOFTBANK  Expos).  Interop  Is  a  registered  trademark  of  SOFTBANK  Expos.  NetWorld  is  a  sendee  maik  of  Novell  Inc.  All  other  names  are  the  property  of  their  respective  holders 


The  Name  Game 


GOT  A  TELEPHONE  CALL  from  a  headhunter 
the  other  day.  These  are  always  ego¬ 
enhancing  experiences:  Someone 
might  actually  want  me!  With 
turnover  as  high  as  ever 
in  our  profession,  that 
can  be  really  impor¬ 
tant.  Most  headhunters 
(or  executive-search  pro¬ 
fessionals,  as  they  prefer  to 
be  called)  follow  a  careful,  if 
transparent,  ritual — especially 
on  cold  calls.  Usually  they  inquire 
as  to  whether  you  might  know  some¬ 
one  who  would  be  interested  in  or  qual¬ 
ified  for  job  X.  Nine  times  out  of  10,  the 
call  is  for  you.  (Any  headhunter  who  really 
wants  your  advice  about  some  other  candi¬ 
date  is  very  likely  someone  you  already 
know  pretty  well.)  The  practice  is  so  com¬ 
mon  now  that  they  might  as  well  dispense 
with  the  subterfuge  and  just  ask  if  you 
want  to  consider  a  new  job. 

Anyway,  this  personable,  smooth-talk¬ 
ing  bearer  of  opportunity  began  to  de¬ 
scribe  the  job  as  moving  a  company  to 
“downsizing  with  Unix,  client/server,  ob¬ 
ject-oriented  stuff,  including  reengineer¬ 
ing  and  CASE.”  He  was  obviously  read¬ 
ing  this  from  a  spec  sheet,  and  it  was  not 
at  all  clear  that  he  really  understood  what 
all  the  words  he  was  speaking  meant.  In 
my  experience,  most  of  the  first-round 
calls  from  recruiters  are  like  that,  with 
the  callers  at  first  expressing  a  level  of 
enthusiasm  more  appropriate  to  notifying 
you  that  you’ve  won  the  Publisher’s 
Clearinghouse  Sweepstakes.  That  done, 
however,  they  settle  down  to  reading  off 
a  long  list  of  specs  they  don’t  really  un¬ 
derstand.  My  excitement  plummets  once 
I  realize  that  the  call  is  from  a  researcher 
who  is  just  prospecting  for  his  or  her 
higher-ups. 

In  any  event,  I  find  that  headhunters 
(and  probably  other  people)  frequently 
group  any  number  of  concepts  as  though 
they  always  belong  together — in  this 
case,  client/server,  downsizing,  Unix  and 
reengineering.  (They  might  also  have 
thrown  in  symmetric  multiprocessing, 


object-oriented  something  or  other  and  hyper¬ 
text  markup  languages.) 

Whatever  flavor  of  the  moment  any¬ 
one  happens  to  be  into,  you  are  dulls¬ 
ville  if  you  are  not.  So  what  if  this 
cause  celebre  offers  ill-defined, 
elusive  results  and  may  even 
cost  more  than  what  you’re 
doing  now?  Hey... it’s 
new  and  it’s  hap¬ 
pening!  (And  who 
among  us  wants  to  be 
more  obsolescent  than  peo¬ 
ple  think  we  already  are?)  But 
it  does  seem  that  when  you  buy 
any  one  of  the  current  concepts,  all  of 
the  others  are  automatically  tacked  onto 
it,  like  so-called  options  onto  a  new  car 
(do  they  actually  come  any  other  way?). 

I’ve  always  been  a  little  slow  with  con¬ 
cepts.  I  tend  to  want  to  know  what  one 
really  means  before  parroting  it,  much 
less  embracing  it.  That  probably  makes 
me  a  little  stodgy  and  conservative.  Still, 
having  spent  30  years  or  so  around  the 
computer  business,  I’m  not  convinced 
that  invention  and  novelty  occur  as  often 
as  we  are  sometimes  led  to  believe.  I  was 
amused  by  a  remark  in  the  latest  Tom 
Clancy  thriller:  Hero  Jack  Ryan,  battling 
the  usual  insurmountable  odds  (he  ought 
to  try  converting  from  MVS  to  client/ 
server!),  observes  that  “expert  systems” 
is  the  new  name  for  stuff  that  used  to  be 
known  as  “artificial  intelligence”  before 
the  latter  term  went  out  of  favor. 

And  why  did  the  latter  term  go  out  of 
favor?  Well,  basically  because  it  was  so 
widely  publicized  by  the  eager  high-tech 
punditry  as  easily  the  greatest  thing 
since  movable  type — and  then  it  quickly 
turned  out  not  to  work  so  good. 

By  the  time  hard  work  and  persever¬ 
ance,  along  with  big  price/performance 
gains,  succeeded  in  getting  AI  to  deliver 
real  benefits,  the  name  had  become  so 
sullied  that  a  fresh  synonym  was  needed: 

“Ministry  of  Synonyms.  How  may  I  re¬ 
ally  (actually,  in  fact)  help  (please,  satisfy) 
you?” 

Continued  on  Page  74 


Is  information 
technology  making 


progress — or  do  we 
just  repackage  it 
periodically  f 
Client  I  server,  thy 
name  is  distributed 
processing . 
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Wait  until  you  see  what 
Unify  VISION  can  do  that  other 
client/ server  tools  can’t. 


The  difference  will  blow  you  away. 


If  you  haven’t  seen  Unify  ’ VISION  2.0, 
prepare  to  be  amazed.  You’ll  see  that 
it’s  the  only  client/server  tool  simple 
enough  for  rapid  development  projects 
yet  powerful  enough  for  complex 
enterprise  applications. 

Unify  VISION  2.0  gives  you  instant 
prototyping,  optimized  access  to  leading 
databases,  and  graphical  point-and-click 
development.  Simple  prototypes  can 
scale  up  to  complex  applications  with 
power  to  spare.  Application  partitioning 


gives  you  top  performance  and  you 
can  use  your  favorite  tools  for  systems 
management,  configuration  management, 
and  data  modeling.  How  can  Unify 
VISION  2.0  do  all  this?  Because  of  its 
unique  Scalable  RADD™  architecture 
that  slashes  development  and  deployment 
time  up  to  90%. 

And  that’s  not  all.  Unlimited 
cross-platform  capabilities  enable  you 
to  develop  an  application  once  and 
deploy  it  across  your  UNIX®,  Microsoft® 


Windows  and  Macintosh®  platforms. 
No  wonder  Unify  VISION  2.0  is  being 
used  to  build  core  business  applications 
for  companies  like  Hewlett-Packard, 
NYNEX,  AMOCO,  and  Merrill  Lynch. 

Isn’t  it  time  to  take  a  look  at  the 
only  rapid  tool  with  real  second  genera¬ 
tion  power?  Call  1-800-UNIFY-IT  for 
our  free  demo  disk.  We’ll  also  include  a 
copy  of  the  Hurwitz  Consulting  Group 
white  paper  on  Scalable  RADD  for 
client/server  developers. 


uniRd 

The  Smart  Tools  Company 

©  Unify  Corporation  1995.  Unify  is  a  registered  trademark  and  Scalable  RADD  is  a  trademark  of  Unify  Corporation. 


Only  Minolta 
can  melt 

information  problems 
withI.C.E. 


I.C.E.  -  Integrated  Computer-output 
Extension.  Only  Minolta’s  MPMS®  3000 
Integrated  Image/Information  System 
offers  this  breakthrough  productivity  tool. 


With  MPMS  3000  I.C.E.  you  can 
automatically  index  and  store  electronic 
documents  originating  on  mainframes 
and  other  systems.  Make  invoices, 
purchase  orders,  etc.,  part  of  your 
imaging  database  with  no  need  to 
scan  or  OCR.  Adding  faxes,  text  files, 
scanned  documents  and  virtually  any 
OLE  object,  including  spreadsheets 
or  voice  recordings,  is  then  as  simple 
as  “drag  and  drop”  into  a  folder  or 
document  I.C.E.  has  created. 


Only  MPMS  3000  and  I.C.E.  can  do 
all  this  within  our  imaging  system, 
creating’a  single  “compound  document” 
that  seamlessly  retrieves  all  of  the 
relevant  information  needed.  Then  fax, 
e-mail,  annotate  or  print  documents  with 
laser  clarity  -  all  on  one  economical, 
customizable  and  scalable  system. 


See  why  I.C.E.  is  another  way  to 
melt  your  information  problems. 

Call  1-800-9-MINOLTA 


MPMS  3000  I.C.E. 
The  Image  of 
Information  Management 
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Faxes 

Digital  Systems 
Document  Imaging 
Camcorders 
Binoculars 

Only  from  the  mind 
ofMinolta 
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MINOLTA 


MPMS  IS  A  REGISTERED  TRADEMARK 
OF  MINOLTA  COMPANY  LIMITED. 
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